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The work is this thesis is based on research undertaken in conjunction with 
an SME based in north-west UK, delivering apprenticeship and commercial 
training programmes to its customers (For the purpose of confidentiality it is 
referred to as ITL). To match the needs of the business and achieve its 
goals, in 2010, the company in partnership with a local university, custom 
built and implemented an Open Source ERP system. The aim of the 
implementation was to improve its operational efficiency and customer 
relationships, thereby increasing its balance sheet. In the initial days, the 
ERP system served the needs of the business. However, over a period of 
time, the project lost its focus and thus leading to failure of the ERP system 
i.e. an unsustainable system.  
Through a literature review it was inferred that this is a known phenomenon 
around the globe, where organisations might have a successful adoption, 
but this might not necessarily lead to efficient performance in long run. There 
is limited research available on how to make an ERP system sustainable 
and little or no research available specific to sustainability of open-source 
ERP system in SMEs. With the advent of new capabilities in the Open 
Source area, it is important that ERP systems literature is up to date, 
especially in the context of open-source and SMEs. 
To identify some of the barriers to sustainability, the author adopted a case 
study approach and for more than 3 years thoroughly studied the 
organisation’s behaviour under different scenarios. This thorough study was 
used to draw conclusions and identify issues and barriers. The identified 
factors were then used to develop a sustainability framework. Thorough the 
literature review on open source ERP systems and ERP system 
implementations in SMEs and large organisations was done as part of this 
research. The study revealed that there are several parallels between 
organisations having open source and organisations having proprietary ERP 
systems implemented. Similarly, several parallels were also found between 
identified factors of SMEs and large organisations, who have an ERP 
system implemented.  
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Chapter 1: Introduction 
1.1. Setting the scene 
This research addresses the problem that is captured in the question, “how 
can an open-source ERP system be made sustainable in SMEs?” Little or 
no research exists in this area (Huang et al., 2016; Johansson, 2013b).  
From early 1990s, organisations around the world became aware of the 
strategic benefits of information and processes. They realised that the way 
to resolve the Information Systems (IS) integration issues (Laudon et al., 
2006; Davenport, 1998) is by shifting their IT strategy from developing 
information systems in-house to Enterprise Systems (ES), also known as 
Enterprise Resource Planning (ERP) systems. The ERP systems try to 
integrate data and processes in enterprises and allow the administration of 
an enterprise’s resources in an integrated manner and emerge as 
management systems. With the advent of Open Source technologies, cloud 
computing and other innovations, it is important that ERP research is up to 
date with advancements in technology.  
Open-source Software (OSS) is software for which the source code is freely 
distributed, used, and accessed via the internet without any charge or 
limitations on modifications and future distribution by third parties (Open 
Source Initiative, 1997). The basic philosophy of OSS is to allow 
programmers to work freely on source code, allowing them to collaborate 
and build reliable and portable software. 
To cater for the needs of SMEs, many mid-ranged and less complex 
systems have been developed by vendors (Koh and Simpson, 2007). Most 
of the ERP projects fail, exceed the budget, and have not always led to 
significant organisational improvements (Caliser et al, 2009). However, 
majority of the literature tends to focus only on ERP systems in large 
organisations. 
Open Source ERP systems is a relatively new research area.  Though the 




Sudzina, 2009), there is relatively little or no research on sustainability of 
such open-source ERP systems in SMEs. Research on the adoption of OSS 
systems by SMEs (Yildirim et al., 2011; Macredie et al., 2011) and use of 
OSS systems such as ERP by SMEs (Suciu et al., 2012; Johansson et al., 
2008; Haddara et al., 2012) are clear indications of SMEs implementing/ 
preferring to implement OSS systems in their organisations, to reduce costs 
and still obtain the benefits of high end systems such as ERP systems, 
which was initially restricted to large organisations only. 
As stated by Carvalho (2006), the full picture of Open Source ERP issues 
and benefits are yet to be uncovered. For the survival of ‘using OSS 
systems by SMEs’, whose common problem is being resource scarce, there 
needs to be a clear understanding of the underlying problems that they face. 
The research explores these issues in relation to the challenges and 
opportunities to further develop the OSS ERP systems’ sustainability. The 
research will focus on the issues from a technological, organisational, and 
environmental context. Based on the understanding gained from the 
literature review and analysis, the research builds a conceptual model to 
improve sustainability of open-source ERP systems in SMEs, by illustrating 
measures for the SMEs to take in order for them to have the actual benefits 
of OSS and the reasons why SMEs initially preferred OSS 
Further analysis on the challenges that exist in an open-source ERP system 
implemented organisation is undertaken in this research. The relevant gaps 
in the past research are explored and the unique challenges are identified 
and discussed. This study is unique and not limited to closed experiments or 
qualitative interviews with line managers. It is a real-life analysis of an SME 
(for more than 3 years) who has implemented an open-source ERP system 
and used it for more than seven years. Insights into the challenges and 
issues faced will be provided. This will bridge the gaps in the literature and 





1.2. Research motivation 
Though Small and Medium Enterprises (SMEs) are not large in terms of 
employee numbers, they still face business complexities, and high amounts 
of coordination and communication, all of which require intricate 
technologies (Everdingen et al., 2000). 
ERP systems can offer SMEs with a platform for long-term growth, success 
and competitiveness (Thapiyal et al., 2012). Many SMEs are now 
considering ERP systems because of the increasing global competition, 
increasing number of alliances, data flows and complex operations. The 
author of this research believes and agrees with Olson et al. (2012) that 
open source ERP systems are highly suitable for SMEs, as they provide the 
much-needed flexibility by allowing modification of the source code and 
thereby customising the ERP system. 
The majority of studies have been overly concerned with factors affecting 
the pre-implementation and implementation phases of ERP (Nah et al., 
2001; Allen et al., 2002), with little research available on post-
implementation and sustainability of ERP systems (Huang et al., 2016). 
The author approached an SME who had an open-source ERP system 
implemented (in 2010) and inferred several issues which were not discussed 
in the literature. This motivated the author to resolve identified problems at 
the SME (which may be also be faced by other SMEs) and also, at the same 
time, fill gaps in the literature. This research provides a unique and 
comprehensive framework for SMEs seeking to implement or who have 
implemented open-source ERP systems. In achieving this, this research will 
answer the primary research problem as stated in the next section. 
 
1.3. Research problem 
In addressing the stated research problem, this study will identify the unique 
challenges faced by SMEs in implementing and maintaining open source 
ERP systems. An aim of this work is to bridge the gap between existing 




framework for SMEs who are implementing or have implemented open-
source ERP systems. This dissertation aims to answer the following 
research problem: 
“How can an open source ERP system be made sustainable in SMEs?” 
 
1.4. Research aims and objectives 
The goal of this dissertation is to address the stated research problem. To 
solve the above-mentioned research problem, the following aims and 
objectives will be addressed: 
Aims: 
 Identify issues with the maintenance and further development of 
usage of open source ERP system in an SME environment. 
 Identify the measures SMEs need to take for sustainability of Open 
Source ERP system. 
Objectives: 
 Analyse the existing literature and develop an understanding of the 
issues in an SME environment, to maintain, further develop and 
sustain Open Source ERP system. 
 Identify the barriers that stop thorough implementation and thereby 
affect sustainability of ERP system. 
 Study the challenges and opportunities to further develop the Open 
Source ERP system post adoption. 
 Uncover the factors that result in hidden costs SMEs face during the 
post adoption phase of Open Source ERP system. 
 Conduct empirical studies to determine and identify the cost benefit of 
using an open source ERP system in an SME environment. 
 Develop and demonstrate a conceptual model that improves 
sustainability of using Open Source ERP system by SMEs, by 




1.5. Research methodology 
The identified research questions required detailed understanding of 
processes because of their rich information context. Previous studies on the 
post-implementation of the ERP systems were done using multiple case 
studies and were mainly done using cross-sectional questionnaires (Zhu et 
al., 2010). The researcher chose a practical approach using a case strategy 
approach (which is a detailed investigation with the data collected over a 
period of time within their context), as the researcher believes and agrees 
with Hartley (2004) that it suits well to the research questions that require 
detailed understanding of processes because of their rich information 
context. 
Due to the practical research approach adopted at the case study 
organisation, the researcher possessed a first-hand and in-depth knowledge 
of the internal management structure of the organisation, which provided an 
insight that would normally be not available to any outsider. This provided 
the added benefit of being able to influence the implementation of the 
research and not rely on others to act on behalf of the researcher. 
 
1.6. Domain of the research 
The research took place in an SME based in north-west UK as it possessed 
all the dynamics from which the research problem and questions were 
explored. It provided an ideal case study for this research. 
An ERP system was first implemented at the case study organisation in 
2010, by customising the open-source ERP system to suit to the unique 
needs of the business. The ERP modules were implemented over several 
business units and functional departments, where some modules were very 
unique to the business unit, while some not. The aim of the implementation 
was to improve its operational efficiency and customer relationships, thereby 
increasing its profitability. 
With no post-implementation resources allocated to update the system to 




resulted in poor customer service and little or no improvement in operational 
efficiency, thereby failing to serve the initial purpose. To add to this, after a 
few years of using ERP system in the organisation, on paper the case 
study organisation was divided into two individual organisations, 
however operationally was still working as a single organisation.  
These scenarios were perfect for the researcher to delve into and resolve 
problems and also at the same time to fill gaps in the literature that were 
identified during the literature review. 
 
1.7. Research scope 
Conclusions and contributions from this research are largely limited to the 
case study organisation. However, the findings are based on analysis of 
data collected for more than 3 years and also then triangulated with 
literature. Hence, the framework and other findings can be applied to other 
SMEs. It first needs to be implemented in several other organisations on the 
globe and make required changes, however, before calling it as a blueprint 
for all SMEs who are implementing/has implemented an open-source ERP 
system. 
 
1.8. Thesis structure 
This dissertation is structured into 5 chapters as shown in figure 1.1. An 
introduction to this study is provided in the Chapter 1. This presents an 
overview of the key elements in this research. These key elements cover the 
context, aims, motivation and methods used in this dissertation. It is 
sequentially followed by a literature review in the Chapter 2. This covers the 
main topics relevant to this study. From the review, gaps in research are 
identified and key questions relating to the main research question are 
derived. 
A single case study is used in this study and thus the history and process of 
this specific research method will be described in detail in the Chapter 3. 




this research project, the research framework and how it is going to be 
applied, and why it was particularly chosen. 
An analysis of the data used in this study is carried out in chapter 4. This will 
cover the substantiating pieces of evidence, the knowledge derived from 
them and the triangulation with the literature. From the analysis, a 
framework is presented on sustainability of open source ERP system in an 
SME.  
From the analysis in Chapter 4, the stated research objectives are 
addressed in Chapter 5.  Also, summaries of the key findings are discussed, 
and significant contributions to literature are highlighted. The chapter 
concludes with some recommendations for future research. 
 








• Data analysis 
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Chapter 2: Literature Review 
 
2.1. Introduction 
This chapter starts with an introduction to Enterprise Systems and Open 
Source software in SMEs. It then discusses the different phases of ERP 
systems and why there is a need for research in the post-implementation 
phase, before discussing the research question. The aim of this chapter is to 
provide the background information of the research topic and to show the 
gaps in the academic literature, thereby identifying the areas on which that 
the research will focus. This chapter establishes a foundation of the existing 
literature and investigates the primary research problem: 
How can an open-source ERP system be made sustainable in SMEs? 
To investigate the identified research problem, a thorough investigation of 
the literature that may affect the pre-implementation, implementation and 
post-implementation phases was undertaken. This is a crucial step for this 
research as it ensures that the research that is undertaken is not a repetition 
of what is already known, which ensures that the resources are not wasted. 
It also provides a reference of existing literature to this research, thereby 
establishing the foundation for chapter 3, where the research methodology 
will be explained and discussed. 
 
2.2. Background of Enterprise Systems 
Traditionally, a single business area used to be supported by multiple 
information systems (IS), which used different programming languages and 
databases. As a result, they were often isolated and could not really 
exchange data with each other resulting in low performance and high 
maintenance costs (Peng et al., 2008) 
Organisations, who desire to remain successful and be competitive, need to 




improves an organisation’s information flow, thereby streamlining business. 
It also reduces response time to customer needs and expectations, reduces 
cost, offers product variety, and establishes linkage with suppliers (Yoo et 
al., 2011) 
From early 1990s, organisations around the world became aware of the 
strategic benefits of information and processes. More companies around the 
globe are likely to engage in ERP systems (Kanellou et al., 2013). They 
realised that the way to resolve the IS integration issues (Laudon et al., 
2006; Davenport, 1998) is by shifting their IT strategy from developing 
information systems in-house to Enterprise Resource Planning (ERP) 
systems. 
ES are intricate software packages that support the enterprises to manage 
their resources across the business and allow integration of many different 
business functions (Kalling, 2003; Kumar et al., 2000; Davenport, 2000). 
Chandra et al. (2012) say “ES integrates data, information, and business 
process in an enterprise and between enterprises”. It facilitates information 
to seamlessly flow throughout the business and integrate discrete business 
process from different functions into enterprise-wide process (Peng et al., 
2008; Laudon et al., 2006). An ES can also be defined as an information 
system, which can be personalised or configured and consists of several 
modules. 
The ERP systems try to integrate data and processes in enterprises and 
allow the administration of an enterprise’s resources in an integrated manner 
and emerge as management systems. They allow automating many of the 
departments, so as to make the information readily available in real time 
(Ifinedo, 2006; Themistocleous et al., 2001). They accelerate decision 
making (Barua et al., 1995), by assisting decision makers, by providing 
complete visibility of the organisation and its departments (Ross et al., 2000) 
and also the entire value chain (Shang et al., 2002). 
ERP Systems are regarded as an important software tool, which allows 




(Luftman et al., 2011). ERP systems have the ability to collect, store, 
process and disseminate information (Karimi et al., 2007). 
 
2.3. ERP, A special case for SME  
Although SMEs (Small and Medium Enterprises) are not large in terms of 
employee numbers, they still face business complexities, and high amounts 
of coordination and communication, all of which require intricate 
technologies (Everdingen et al., 2000). 
SMEs are laggingin using ICT’s advantages because of lack of capital 
funding in IT infrastructure (Martin et al., 2003; Houghton et al., 2001) lack of 
human resources and time to develop professional IT skills (Lawson et al., 
2003; Martin et al., 2003; Stockdale et al., 2004; Taylor et al., 2004), and 
managements’ lack of innovativeness and understanding of ICT (Gelinas et 
al., 2004; Houghton et al., 2001). 
Nonetheless, to stay competitive, SMEs are slowly adopting IT tools for their 
operations. The penetration of IT in SMEs, however, is far below its potential 
(Thapiyal et al., 2012). It is likely that SMEs will already have several silo 
computer systems, making it too expensive to store and rationalise 
redundant data (Davenport, 1998). 
ERP systems can offer SMEs with a platform for long-term growth, success 
and competitiveness (Thapiyal et al., 2012). Many SMEs are now 
considering ERP systems because of the increasing global competition, 
increasing number of alliances, data flows and complex operations. They 
see it as a way to survive strong market competition (Ram et al., 2013) and 
as a way towards process standardization (Shanks et al., 2003) 
The adoption rate of ERP systems in SMEs is still very low, raising 
questions such as (Schubert et al., 2004; Ravarini et al., 2000): 





 Can some factors be considered important in context of SMEs due to 
their distinguishing characteristics? 
 Can a relationship be identified between ERP adoption (in 
organisations of different sizes) and organisational change? 
Many studies have argued that findings from the implementation of ERP 
systems in large organisations cannot be applied to SMEs (Laukkanen et al, 
2007; Buonanno et al., 2005; Mabert et al., 2003). This is because of the 
distinguishing characteristics of SMEs. They include: structure, culture, 
ownership type, and market orientation (Wong et al., 2004; Ghobadian et al., 
1997).  
So, it is very important to understand how these factors may influence the 
ERP systems (Gable et al., 1999) and find necessary alternatives to provide 
SMEs with ERP capabilities at an affordable price (Rao, 2000), thereby 
making ERP systems sustainable in SMEs, who are often faced with scarce 
resources. 
 
2.4. Open source ERP systems in SMEs 
2.4.1. Open source software (OSS) 
Open-source software is software for which the source code is freely 
distributed, used, and accessed via the internet with no charge or limitations 
on modifications and future distribution by third parties (Rose et al., 2006; 
Open Source Initiative, 1997). This general philosophy of OSS is to allow 
programmers to work freely on source code, thereby allowing them to 
collaborate and build reliable and portable software. 
OSS can be of strategic value to enterprises by allowing faster adoption of 
technology, increased innovation and reduced costs. It also provides them 
with high security, quality, reliability, stability, regular upgrades and reduced 
risk of vendor lock-in (Gwebu et al., 2011; Zaffar et al., 2011; Wurster et al., 
2011; Morgan et al., 2005). Researchers of OSS have concentrated on 




governance of OSS (Midha et al., 2012; Kemp, 2009; Subramanian et al., 
2009; Sohn et al., 2008), and adoption of OSS (Marsan et al., 2012; Gwebu 
et al., 2011), leading to OSS applications like ERP, BI, CRM, etc. systems. 
 
2.4.2. Reasons for SMEs adopting Open source ERP systems 
Open source ERP systems present identical benefits as proprietary ERP 
systems and at a reduced cost (Ellis et al., 2009). Riehle (2007) states, cost 
is one reason why organisations adopt open source software. SMEs which 
have to establish and use software to improve their functional effectiveness, 
but cannot afford relevant proprietary software products, choose OSS 
applications (Yildirim et al., 2011) like ERP systems.  
SMEs are highly flexible and adaptable to change (Raymond, 2005). 
Research on adoption of OSS systems by SMEs (Yildirim et al., 2011; 
Macredie et al., 2011) and use of OSS systems such as ERP by SMEs 
(Suciu et al., 2012; Johansson et al., 2008; Haddara et al., 2012) are clear 
indications of SMEs implementing or preferring to implement OSS ERP 
systems in their organisations as part of adapting to change and thereby 
cutting down the spend and still use the benefits of such high end systems, 
which was initially restricted to large organisations only. 
Many ERP vendors are now focussing their attention on SMEs market by 
providing midrange and less complex ERP systems (Koh et al., 2007). This 
is certainly due to the close-to saturation ERP adoptions within large 
organisations (Morabito et al., 2005), as almost every major business has 
adopted at least one ERP system (Deltour, 2012). The providers of OSS 
systems gain the most from it due to the fact that it provides an ability to 
reach more customers through improved pricing flexibility and also increases 
their profits through immediate cost savings (Riehle, 2007). 
Therefore, the benefits of OSS are much higher for ERP systems than any 
other kind of applications as it provides the much needed adaptability, 




ERP systems offer SMEs with a platform for long-term growth, success and 
competitiveness (Thapiyal et al., 2012). And SMEs which must establish and 
use software to improve their functional effectiveness, but cannot afford 
relevant proprietary software products, choose OSS applications (Yildirim et 
al., 2011) like ERP systems. Olson et al. (2012) said that open source ERP 
systems are much suitable for SMEs, as they provide the much-needed 
flexibility by allowing modifying the source code and thereby customising the 
ERP system. Though the adoption rate of OSS ERP has increased, 
investments in proprietary ERP systems have continued to grow strongly.   
But, how can open-source ERP systems be made sustainable for SMEs? An 
answer to this question enables them to use these high-end customisable 
ERP systems suiting their unique business (and not rely on proprietary ERP 
systems), and thereby increase global competition, number of alliances, 
data flows and complex operations. This will also enable them to survive 
strong market competition (Ram et al., 2013) and see it as a way towards 
process standardization (Shanks et al., 2003). 
 
2.5. Phases of ERP systems 
An ERP system life cycle consists of several stages. It starts from the 
normal operation of the system and ends when the system gets replaced 
(Markus and Tanis, 2000). 
ERP life cycle mainly consists of three phases (Motwani et al., 2005; 
Salmeron et al., 2010). They are: 
 Pre-implementation phase: In this phase, enterprises prepare 
themselves by performing activities, planning the project and finally 
choosing the ERP system to implement. 
 Implementation phase: In this phase, enterprises implement the ERP 
system and begin to use it. 
 Post-implementation phase: In this phase, enterprises maintain and 




Whereas, Zhu et al. (2010) has classified ERP project into four phases: 
 Chartering phase 
 Project phase 
 Shakedown phase 
 Onward and upward phase 
The post implementation phase begins with the first use of the ERP system 
until it is replaced by another. It takes place after the shakedown phase 
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Table 2. 1:  Comparison of several authors’ definition of phases of ERP life 
cycle (Source: from literature) 
 
2.6. Sustainability of ERP systems 
 
2.6.1. ERP sustainability and success 
There is no clear definition on what sustainability means. There are many 
perspectives on what it is and how it can be accomplished. The World 
Commission on Environment and Development of the United Nations 
defined sustainability development as “development that meets the needs of 
the present without compromising the ability of future generations to meet 
their own needs” (Brundtland, 1987). 
Most companies struggle to define sustainability in a way that is relevant to 
their businesses. Most managers believe that a sustainability strategy is a 
competitive necessity to deliver sustainability values to stakeholders and 
gain sustained competitive advantage (Dao et al., 2011). 
However, sustainability requires sustainable business practices. For doing 
so, information systems play an imperative role in the organisation transition 
towards sustainability initiatives. Sustainability Information System (SIS) is 
considered as an opportunity for organisations to improve efficiency, reduce 
costs, and increase profitability (Boudreau et al., 2008). SIS refers to the 
design, implementation, and maintenance (i.e. post-implementation) of 




(Boudreau et al., 2008). It integrates all information and processes of an 
organization into a coalesced system that concerns how people and 
organizations access, collect, store, gather, summarize, interpret, and use 
information. 
So, it is believed that successful implementation of the system is only an 
important first step towards achieving ERP success (Yu, 2005; Wills et al., 
2002; Bhattacherjee, 2001). Even after successful adoption of the ERP 
system, it might not necessarily lead to efficient performance in long run, 
which in turn significantly impacts on business competence (Gattiker et al., 
2005). This is due to the fact that the ERP users are an integral part of the 
ERP environment and influence the success or failure of the ERP system by 
using or not using the system at any point (Koch, 2011). 
The whole purpose of ERP implementations in enterprises is to permit them 
to assimilate the information systems throughout their organisation, thereby 
allowing them to use the capabilities of the system and seek a long term 
sustainable competitive advantage (Johansson, 2013a, Rahrovani et al., 
2012). According to Shang et al. (2000), enterprises that adopt an ERP 





 IT infrastructure 
Operational, managerial and IT infrastructure benefits are usually made in 
the post implementation phase of the ERP system (Esteves, 2009; Kamhavi, 
2008).  
 Operational benefits are expressed in terms of reduced costs, 
inventory-level reduction, customer service enhancement, and 
improved productivity (Davenport, 1998; Shang et al., 2000) 





Also, ERP system optimisation is related to the post-implementation stage. It 
starts when the ERP system becomes available to the end users and ends 
when the system is no longer used (Yu, 2005). 
More and more companies are progressing from implementation phase to 
exploitation phase of the ERP systems (Pan et al., 2009; Peng et al, 2009b). 
A common misbelief organisations have is, an ERP project is complete 
when the system goes live (Staehr et al., 2012) and so the ERP system can 
be considered successful only when the post-implementation phase 
succeeds (Zhu et al., 2010). Most commonly it is during the post 
implementation phase of the ERP system where real challenges begin (Wills 
et al., 2002; Peng et al., 2009a; Peng et al., 2009b). Organisations should 
be ready and should pay substantial attention to post-implementation phase, 
to maximise their potential benefits from the adopted ERP systems (Wills et 
al., 2002; Yu, 2005). 
Many studies have shown that organisations’ expected benefits from the 
ERP system at the post-implementation phase cannot be easily derived (Yu, 
2005). The value of an ERP system is a result not only of its successful 
deployment, but also its effective and efficient usage in the post 
implementation phase (Moon, 2007). Organisations that are successful in 
enhancing their ERP system’s functionality in post implementation phase 
enjoy superior firm performance and competitive edge over their peers who 
are less successful to do so (Beard et al., 2004).  
Research on ERP was mainly focussed on critical success factors for the 
pre-implementation, system implementation, implementation phases of the 
project and project management issues (Sammon et al., 2010, Avison et al., 
2007; Umble at al., 2003), neglecting the post-implementation phase 
(Sammon et al., 2010). Many researchers now recognise the importance of 
ERP post-implementation and realise it is the second phase of ERP 
research (Seddon et al., 2010; Chou et al., 2008; Jones et al., 2008; Wagner 
et al., 2007; Yu, 2005; Allen, 2005) 
Many researchers have focused their research on the adoption and 




stage (Severin et al., 2011) and so post-implementation of ERP systems is a 
less researched topic (Gattiker et al., 2005), though it is considered very 
critical for the success of the project (Galy et al., 2014; Ha et al., 2013). 
Some researchers have examined post-implementation success from some 
isolated perspectives (Federici, 2009). However, there is still a lack of 
research addressing the organisational exploitation of ERPs after the 
implementation phase (Peng et al., 2009b). 
 
2.6.2. What contributes success during the implementation 
and post-implementation phases 
There is a close link between the ERP systems and their application context 
because it is difficult to draw a line to separate them (Pan et al., 2009; Xue 
et al., 2005). Success of ERP implementations is usually measured by the 
project span within the time schedule, and project cost within the budget 
(Yusuf et al., 2004). Whereas the success of post-implementation is a 
complex concept which is based on several perspectives such as 
performance of the organisation and the Return on Investment (Ifinedo, 
2006; Sedera et al., 2004) 
 
2.6.3. Risks that may lead an initial ERP success to failure 
An initial ERP success can turn into a failure and may lead to the business 
and system collapse, due to the following reasons (Peng et al., 2010a, b): 
 Operational risks: Risks that may occur as operational staff use 
ERP systems to perform daily activities. 
 Analytical risks: Risks that may occur as managers and business 
analysts use ERP to carry out analytical risks. 
 Organisation-wide risks: Risks that may have an impact on the 
entire organisation when using and maintaining ERP systems in 




 Technical risks: Risks that may occur due to the events that may 
hinder the implemented ERP system to meet intended functions and 
performance requirements. 
 
2.6.4. Activities of the post-implementation phase of ERP 
systems 
The post-implementation stage in an information system’s life encircles a 
number of activities, such as (Nicolaou, 2004b): 
 Post-implementation review 
 Support and maintenance, those are crucial to the success of the 
system  
However, many pre-implementation beliefs may affect number of attitudes, 
which then may influence some executing behaviours and impact the 
effectiveness of the post-implementation phase of the ERP system (Singh et 
l., 2010). So the success of the post-implementation phase of ERP systems 
is determined by an organisation’s extent to carry out planned sets of 
review/evaluation activities, which are related to the following dimensions 
(Nicolaou et al., 2004a): 
 Review of overall project and scoping 
 Review of driving principles for project development 
 Evaluation of misfit resolution strategies 
 Evaluation of attained benefits 





2.6.5. Factors affecting success of ERP in SMEs 
 
Figure 2. 1:  Factors affecting success of ERP systems (Source: Law et al., 
2010) 
 
To make ERP systems sustainable in SMEs, it is vital to identify all the 
factors that may affect post-implementation success as it in turn affects 
overall ERP success. The success of post-implementation phase is 
generally dependent on how the former phases were planned and carried 
out (Hustad et al., 2011). Law et al. (2010) say that the overall success of 
ERP is dependent on the success of implementation and post-
implementation phases, where the success of post-implementation is 
dependent on the implementation success and the post-implementation 
factors, which are again dependent on the implementation factors. 
 
2.6.6. Lack of research and need for study on sustainability 
of open source ERP systems in SMEs  
Hustad et al. (2013) lists the main activities during different phases of ERP 
system in SMEs. They are: 
 Pre-implementation phase activities: Selection of project leader 
and project team, development of requirement specification, 
reviewing the market, evaluating different systems, vendors, resellers 
and consultants, and making a contract with the vendor 
 Implementation phase activities: Project management, user 
training, cleaning and conversion of data, testing of the system, and 




 Post-implementation phase activities: Continuous training of the 
user, and relationship between the customer and the vendor for 
support 
SMEs have some challenges that are different from large companies 
(Hustad et al., 2013), as they are not smaller versions of large companies 
(welsh et al., 1981) and have distinguishing characteristics, such as: 
structure, culture, ownership type, and market orientation (Wong et al., 
2004; Ghobadian et al., 1997). Majority of studies are overly concerned with 
factors affecting the pre-implementation and implementation phases of ERP 
(Nah et al., 2001; Allen et al., 2002). Some of post-implementation studies 
were more concerned about implementation problems and the potential risks 
of the after go-live stage in large companies (Staehr, 2010, Peng et al., 
2010a, b). I.e. there is a definite lack of research on post-implementation 
phase of ERP systems in SMEs and is in initial stages. The most mentioned 
sub-issues in literature are: New emerging ERP technologies, critical 
success/failure factors, business process reengineering, real benefits, 
system/organisation performance evaluation, user satisfaction, ERP 
selection criteria, ERP impacts, change management, and implementation 
strategy but fewer researchers take post-implementation as a major 
research object (Huang et al., 2016). Huang et al. (2016) have done a 
thorough literature search (2000 – 2015) and found only two journal articles 
which discussed about post-implementation phase of ERP systems in 
SMEs, which demonstrates lack of research in this area. Johansson (2013b) 
says that there is lack of research on post-implementation of open 
source ERP systems in SMEs.  
The ERP failure rate may be more than 50% (Baykasoglu et al., 2011). 
While, SMEs survival in the market would be adversely affected by any cost 
increase or project deferments (Ehie et al., 2005). A faulty IT investment 
decision could have a huge impact on the organisation’s business 
operations, which could be more difficult for SMEs to overcome than in the 
case for large organisations (Schniederjans et al., 2013), particularly to ERP 
systems adoptions, as they are considered one of the biggest projects 




implementation remains a challenge for many SMEs (Malhotra et al., 2010; 
Ostley et al., 2012). There is a lack of research focussing on issues in the 
post-implementation phase of the ERP system, especially in SMEs (Hustad 
et al., 2011) and there is a definite need for the research world to answer 
the issues faced by SMEs during the post-implementation phase.  
Considering this and the commentary in sections 2.4.2 and 2.6.1, it gets us 
to the main research problem: 
How can an open-source ERP system be made sustainable in SMEs? 
With such high failure rates (Baykasoglu et al., 2011), SMEs (who have a 
failed ERP system) need to find ways through which they can convert their 
failed ERP system to a successful one. This raises the question: 
Q 1. How can an SME convert a failed (open-source) ERP system into a 
success story? 
Open source, despite the fact that it can be used for free, has costs related 
to the usage, such as costs of learning, costs for installing, and costs for 
maintaining. It can also be higher support costs than for proprietary software 
(Gwebu et al., 2011; Haddara et al., 2012). 
Relative costs of maintenance and software development management are 
estimated to be more than 90% of the total cost of the software life 
(Marounek, 2012; Dehaghani et al., 2013). With software maintenance cost 
of 90% and higher support costs for OSS systems than proprietary systems, 
SMEs who generally lack human resources and professional IT skills might 
clearly end up spending more on OSS systems than on proprietary software.  
The maintenance costs are very important for ERP systems (Elbertsen et 
al., 2006). However, a common misbelief organisations have is, ERP project 
is complete when the system goes live (Staehr et al., 2012). With, lower cost 
of implementation being one of the main reasons why organisations adopt 
open source software (Yildirim et al., 2011; Riehle, 2007) and unexpected 




SMEs, who are resource scarce, successfully maintain open-source ERP 
systems during the post-implementation phase, raising the question: 
Q 2. How can an SME successfully maintain (open-source) ERP system 
during the post-implementation phase? 
Even if the ERP implementation is successful, the usage of the ERP 
systems is considered the moment of truth and the system not used or not 
accepted by users is considered as a failure (Haddara et al., 2012). Many 
ERP projects undertaken in organisations did not reach the expected 
benefits in those respective organisations (Helo et al., 2008). 
Underutilisation may be the reason for under achievement of implemented 
ERP systems (Hseih et al., 2007; Jasperson et al., 2005; Lorenzo, 2001). An 
organisation’s staffs’ underutilisation of a system undermines its efforts to 
gain benefits from it (Venkatesh et al., 2008).  
ERP value refers to an organisation’s ability to utilise ERP system in order to 
create unique capabilities which impacts its performance (Antero et al., 
2011; Rhodes et al., 2009).  
An organisation with greater ERP use not only extends its business but also 
improves its performance (Nicolaou et al., 2006; Zhu et al., 2005). ERP 
system use is defined as how an organisation exploits the capabilities of an 
ERP system (Boudreau, 2003). Greater the use, greater are the chances for 
an organisation to develop its unique capabilities from its IT business 
applications (Ruivo et al., 2012; Zhu et al., 2005).  
The ERP failure rate may be more than 50% (Baykasoglu et al., 2011). 
SMEs generally have scarce resources (welsh et al., 1981) and any such 
failure will have a large impact on them. The financial impact of not using the 
systems and thereby failing ERP implementation is generally disastrous for 
SMEs (Buonanno et al., 2005; Davenport, 1998). So, it is very important for 
SMEs, who have invested in an expensive task of implementing ERP 
systems, to have a successful post-implementation phase. There is now a 
growing consensus among researchers that human factors, more than 




(Alvarez, 2008).  The success of post-implementation phase is explained by 
acquiring the benefits from the deployed ERP systems (Al-Mashari et al., 
2003). The benefits can be acquired by: 
Helping users to 
 Exploit functionalities of the system during operational activities of the 
post-implementation phase (Boudreau, 2003; Shang et al., 2000). 
Helping managers to 
 Efficiently use information generated through the ERP systems for 
decision-making (Shih, 2006; Lorenzo, 2001; Davenport 2000;). 
 Manage resource more efficiently (Wu et al., 2007) 
 Leverage competitive advantages (Shao et al., 2012) 
Thereby efficiently utilising the ERP system and realising the benefits of it. 
These further raise the questions: 
Q 3. How can an SME’s users exploit functionalities of the (open-
source) ERP system during operational activities? 
Q 4. How can an SME’s managers efficiently use information generated 
through the (open-source) ERP system, for the benefit of the 
organisation? 
Many organisations face difficulties to achieve the preferred objectives of the 
adoption. The failure rate is very alarming (Wang et al., 2007; Shore, 2005). 
Wang et al. (2007) considers that 70% of ERP projects fail to accomplish the 
desired outcomes and this is usually due to the fact that there is no clear 
and precise definition of success or failure of ERP systems.  
Some researchers assess the success or failure of ERP systems from their 
own point of view. The common evaluation approaches are: 
 Operational performance (Madapusi et al., 2012) 




Researchers like Zhu et al. (2010) say that the ultimate success of the ERP 
systems is determined by post-implementation success, and mainly 
comes from the benefits that organisations can derive from ERP 
deployment through quality implementation and organisational 
readiness. Ram et al., 2013 have outlined some of the benefits that can be 
realised by an organisation: 
 Improved coordination 
 Quality check in day-to-day operations and significantly lowered 
operational costs 
 Improved performance across a variety of financial metrics and higher 
market valuation 
 Reduced inventory costs and a related reduction in the cost of capital 
 Operational performance and continuous learning leading to 
continuous improvements in performance 
 Enhancement in firm competencies of supply chain management 
through operational process integration and customer relationship 
interaction 
 Efficient use of information leading to profitability 
 A positive effect on the accounting process through: 
 Increased flexibility in information generation 
 Increased integration of accounting application 
 Improved quality of reports 
 Improved decision making on timely and reliable accounting 
information 
Much of the study on success of ERP systems is done on large 
organisations. As SMEs are not small versions of large companies (Welsh et 
al., 1981) and have distinguishing characteristics, such as: structure, culture, 
ownership type, and market orientation (Wong et al., 2004; Ghobadian et al., 






Raising the question: 
Q 5. How does an SME precisely define success or failure of (open-
source) ERP system? 
 
2.6.7. The research problem and the questions 
The literature review by the researcher had put forward five important 
research questions. They are: 
The research problem being: 
How can an open-source ERP system be made sustainable in SMEs? 
And the research questions are: 
Q 1. How can an SME convert a failed (open-source) ERP system into a 
success story? 
Q 2. How can an SME successfully maintain (open-source) ERP system 
during the post-implementation phase? 
Q 3. How can an SME’s users exploit functionalities of the (open-source) 
ERP system during operational activities? 
Q 4. How can an SME’s managers efficiently use information generated 
through the (open-source) ERP system, for the benefit of the organisation? 
Q 5. How does an SME precisely define success or failure of an (open-
source) ERP system? 
 
2.6.8. Basis for the to be proposed sustainability framework 
ERP Systems are generally regarded as an important software tool that 
allow businesses to stay competitive by increasing productivity and reducing 
costs (Luftman et al., 2011), as they have the ability to collect, store, process 
and disseminate information (Karimi et al., 2007). Measuring the success of 




and the research on ERP was mainly focussed on critical success factors for 
the pre-implementation, system implementation, implementation phases of 
the project and project management issues (Sammon et al., 2010, Avison et 
al., 2007; Umble at al., 2003).  
 
2.6.8.1. Comparison of ERP success measurement models 
Considering the large investments and several implementation failure 
stories, there are several publications on what constitutes Information 
System success, Kronbichler et al. (2010) have done a comparison of the 





Table 2. 2: Comparison of the commonly referenced ERP-success 





2.6.8.2. The DeLone and McLean IS Success Model 
To measure the performance, net benefits and success of ERP systems, 
several authors (Benroider, 2008; Ifinedo, 2011; Lin, 2010; etc.) have 
referenced, validated and expanded the very famous DeLone and McLean 
Information Systems success model in their research by adding several 
dimensions to it. 
DeLone and McLean in 1992 published their work on information systems 
success model. The model contains six independent measures of success: 
system quality, information quality, use, user satisfaction, individual impact, 
and organisational impact (DeLone et al., 1992). In 2003, they revised the 
initial model by grouping the individual impact and the organisational impact 
into a new dimension called net benefits. They have also added a service 
quality dimension to the ERP quality dimensions. 
 
Figure 2. 2: Reformulated model of IS success (Source: DeLone et al., 
2003) 
 
The arrows between the dimensions show the relationship and 
interdependencies between the dimensions. The quality dimensions: system 
quality, information quality and service quality influence the end user’s 




The Existing literature lacks a causal/process model of success for open-
source ERP systems specifically from an SME perspective. The researcher 
adopted the most commonly referenced IS success model (i.e. DeLone and 
McLean IS success model) as a basis to answer the research questions and 
thereby designing “An open-source ERP system sustainability/success 
model from an SME perspective” (which can be applied to the 
implementation phase and the post-implementation phase). 
 
2.6.9. Factors affecting ERP success 
2.6.9.1. Classification of factors that affect ERP success 
To achieve overall ERP success and to identify the factors that may affect 
ERP success, it is very much important to identify all the (success, failure, 
barrier and risk) factors in the ERP life cycle (pre-implementation, 
implementation and post-implementation phases) of SMEs.  
In Table 2.1, the researcher tabulated the factors identified from literature. 
However due to large number of factors identified from literature, they 
needed to be categorised into several classes. The researcher combined the 
categories identified by Shaul et al. (2012) and by Singh et al. (2010). 
Shaul et al. in 2012, using a field study, identified several critical success 
factors along ERP life-cycle of SMEs. They classified them into 15 
constructs. They are: 
 Change management 
 Data management 
 Education and training 
 Environment 
 ERP system 
 Implementation strategy 
 Monitoring management 
 Organisational characteristics 




 Project management 
 Project team competence 
 Software development 
 Support of top management 
 User involvement 
 Vendor 
Shaul et al. (2012) argue that six constructs are very important in ERP life 
cycle. They are: data management, project management, project team 
competence, support from the top management, user involvement and ERP 
system.  
On the other hand, Yu (2005) believes that in ERP life cycle, the greatest 
complexity and difficulty lies in dealing with human beings which includes all-
levels of management and end users throughout an organisation.  In 2010, 
Singh et al. categorises these human factors into: 
 Psychological characteristics 
 Behavioural characteristics 
 Sufficient and continuous training 
 Human risks 
The researcher categorises the factors identified from literature into 18 
constructs by combining Shaul et al. (2012) and Singh et al. (2010) 
classifications. The researcher considers Education and training factor 
(categorised by Shaul et al. (2012)) and Sufficient and continuous training 
factor (categorised by Singh et al. (2010)) as one and the same. These 
constructs were used by the researcher to classify the identified factors 
specific to SMEs: 
 Change management (Leyh, 2014; Shaul et al., 2012; Dixit et al., 
2011; Doom et al.,2010; Ganesh et al., 2010; Xia et al., 2009; Kale et 
al., 2007; Koh et al., 2004) 
 Data management (Shaul et al., 2012; Sumner et al., 2009; 




 Education and training (Ruivo et al., 2014, 2012; Shaul et al., 2012; 
Dixit et al., 2011; Xia et al., 2009; Noudoostbeni et al., 2009; Kale et 
al., 2007; Krantz et al., 2005; Petroni, 2002)  
 Environment (Leyh, 2014; Bharathi et al., 2012; Shaul et al., 2012) 
 ERP system (Bansal, 2013; Shaul et al., 2012) 
 Implementation strategy (Bansal, 2013; Shaul et al., 2012; Kale et al., 
2007; Krantz et al., 2005) 
 Monitoring management (Leyh, 2014; Ahmad et al., 2013; Shaul et 
al., 2012; Koh et al., 2004) 
 Organisational characteristics (Shaul et al., 2012) 
 ERP Package selection process (Bansal, 2013; Bharathi et al., 2012; 
Shaul et al., 2012; Kale et al., 2007; Krantz et al., 2005; Petroni, 
2002) 
 Project management (Deshmukh et al., 2015; Leyh, 2014; Ahmad et 
al., 2013; Hustad et al., 2013; Bansal, 2013; Shaul et al., 2012; 
Bharathi et al., 2012; Upadhyay et al., 2011; Ganesh et al., 2010; 
Noudoostbeni et al., 2009; Jha et al., 2008; Krantz et al., 2005; Koh et 
al., 2004; Petroni, 2002) 
 Project team competence (Bansal, 2013; Shaul et al., 2012; 
Upadhyay et al., 2011; Doom et al., 2010; Noudoostbeni et al., 2009; 
Xia et al., 2009; Kale et al., 2007; Petroni, 2002) 
 Software development (Bansal, 2013; Shaul et al., 2012; Koh et al., 
2004) 
 Support of top management (Deshmukh et al., 2015; Leyh, 2014; 
Ahmad et al., 2013; Bansal, 2013; Upadhyay et al., 2011; Doom et 
al.,2010; Ganesh et al., 2010; Xia et al., 2009; Noudoostbeni et al., 
2009; Lee et al., 2008; Kale et al., 2007; Krantz et al., 2005; Koh et 
al., 2004; Petroni, 2002) 
 User involvement (Shaul et al., 2012; Sumner et al., 2009; Lee et al., 
2008) 
 Vendor (Hustad et al., 2013; Shaul et al., 2012) 
 Psychological characteristics (Singh et al., 2010) 




 Human risks (Singh et al., 2010) 
2.6.9.2. The (success, failure, barriers and risk) factors of 
SMEs in ERP life cycle 
The factors (during all the phases of ERP life cycle, specifically for SMEs) 
are identified from literature and are presented in Table A.1 (in appendix). 
The factors were categorised into the above mentioned 18 categories and 
are then segregated into pre-implementation, implementation, and post-
implementation factors. However, it was inferred from the total number of 
factors identified and through statements from other authors like Huang et 
al., 2016 and Staehr, 2010 that it is still an unexplored area. 
 
2.7. Conclusion 
To overcome the risks and to review/evaluate the above mentioned activities 
and be successful, it is very important to identify all the factors and also how 
they impact other factors, thereby leading to success/failure of post-
implementation phase and overall ERP.  The researcher, using existing 
literature tried to identify several factors that may affect success of post-
implementation and overall success of ERP in SMEs. However, study of 
post-implementation success of ERP systems in SMEs is still an unexplored 
area (Huang et al., 2016), and there might still be many other unidentified 
factors in literature. 
A lot of research has been focussed on post implementation success and 
overall success of ERP systems in large enterprises than in smaller 
organisations. Using existing literature, the researcher, in chapter 4, 
identifies all the large organisation factors and how they impact other 
factors. The researcher uses these factors as a basis to uncover the 
unidentified factors and their effects on other factors in SMEs. These 
identified factors would help the researcher to identify what affects the post-
implementation success and overall success of ERP systems and how these 
ERP systems in SMEs can be made sustainable during post-implementation 




Previous studies on the post-implementation of the ERP systems were done 
using multiple case studies and were mainly done using cross-sectional 
questionnaires (Zhu et al., 2010). The researcher had chosen to do the 
research in an SME by doing an in-depth analysis of all the phases’ (i.e. pre-
implementation, implementation, and post-implementation phases) problems 




Chapter 3: Research Methods 
 
3.1. Introduction 
In chapter 2 it was demonstrated that although much research has been 
undertaken in the field of ERP systems, notably to implementation phase, 
and open source software systems, research continues to be rather more 
scarce in the area of open source ERP systems. Additionally, the literature 
concerning SME environments was discussed, where the benefits and 
issues of ERP systems and open source ERP systems in SMEs was set out. 
Finally, the literature concerning sustainability of open source ERP systems 
in post-implementation phase was investigated, where it was demonstrated 
that there is a lack of research in the post-implementation phase of (open-
source) ERP systems, especially in SMEs. It was also additionally validated 
that there is a lack of research on workarounds to transform an apparent 
failure of open source ERP system in an SME into a success story. 
A single case study is used in this study, and thus the history and process of 
this specific research method will be mentioned in detail in this chapter. It is 
going to be further explained why a single case study was chosen as the 
method for this research project other available methods. This chapter 
explains the research framework and how it is going to be applied and why it 
was particularly chosen. 
Before describing the suitable research approach, it is very important to 
understand the research environment in question, which helps to highlight 
the qualities and opportunities that need to be taken into consideration. 
 
3.2. An overview of the research environment and the 
research problems identified from it 
The SME concerned within the research environment provided an ideal case 




questions might be explored. Pseudonyms were used to preserve privacy 
and confidentiality of the organisation and people involved in this research. 
The research took place in an SME based in north-west UK, Indi Training 
Limited (ITL), where the researcher held the role of business Analyst, IT 
analyst and also ERP software developer. ITL is an SME, who are a 
registered charity and are independent training providers with fifty plus 
years’ experience in the industry. They are spread across two sites 
comprising of three business units and seven departments, with 80 
employees. The business units provide wide scope for this research, as 
each business unit provides distinct services to: 
 Business-to-Business (B2B) 
 Business-to-Customer (B2C) 
 Business-to-Government (B2G) 
The business units are: 
Business Unit 1 (BU1) – Commercial courses training, selling business 
courses to business and individuals; accounting to 32% of ITL’s revenue. 
Business Unit 2 (BU2) – Electronic learning services to clients; accounting 
to 8% of ITL’s revenue out of it, the half is government sponsored 
Business Unit 3 (BU3) – Apprenticeships to business clients; accounting to 
60% of ITL’s revenue, which is largely government sponsored. BU3 has 
three functional departments: 
 BU3F1 – Operations 
 BU3F2 – Learner Recruitment 
 BU3F3 – Business Support 
The company has an Accounts department (FA) which looks after the 
accounts of all these three Business Units. 
An (open-source) ERP system was first implemented at ITL in 2010, by 
customising the open-source ERP system to suit to the unique needs of the 




and functional departments, where some modules were very unique to the 
business unit, while some not. The aim of the implementation was to 
improve its operational efficiency and customer relationships, thereby 
increasing its balance sheet.  
The ERP system was customised and implemented by a researcher in 
collaboration with a local university as part of a KTP project. At that point in 
time this served the needs of the business, but the implementer left the 
business when the project was handed over. Over a period of time, with no 
ERP consultant to update the system matching the changing needs of 
business or to monitor the post-implementation phase, it resulted in:  
 Reduced usage in Business Unit 1  
 Little usage in Business Unit 2 
 No usage in Business Unit 3 
Due to this, over a period of time it resulted in poor customer service and 
little or no improvement in operational efficiency, thereby failing to serve the 
initial purpose, which may be considered as failure of (open-source) ERP 
system at ITL. These inefficiencies were costing the business in terms of lost 
and potential revenue. To add to this, for various reasons, BU1 got 
separated from the main company and was registered as another 
organisation. Though BU1 got separated from the main company, 
operationally the two companies are still working as one with common 
accounts and HR departments, which the ERP system was not able to 
accommodate. Realising the problems and complexities, the CEO of ITL 
showed interest to investing in identifying the ground level issues and also 
enhance the ERP system implementation from technical and operational 
perspectives, so as to meet the needs of the business and stay competitive. 
Reviewing the case study organisation’s issues revealed the same 
questions which were identified through literature review in section 2.6.7.  





Q 2. How can ITL successfully maintain their (open-source) ERP system 
during the post-implementation phase? 
Q 3. How can ITL’s users exploit functionalities of their (open-source) ERP 
system during operational activities? 
Q 4. How can ITL’s managers efficiently use information generated through 
their (open-source) ERP system, for the benefit of the organisation? 
Q 5. How does ITL precisely define success or failure of their implemented 
(open-source) ERP system? 
 
3.3. Justification for the chosen method 
Due to the practical research approach, the researcher possessed a first-
hand and in-depth knowledge of the internal management structure of the 
organisation, which provided an insight, that would normally be not available 
to any outsider. This provided the added benefit of being able to influence 
the implementation of the research and not rely on others to implement on 
behalf of the researcher, helping to actively bring it into operation. This 
research helped the researcher to produce a better understanding of usage 
of (open-source) ERP systems in SMEs and the unique challenges faced to 
successfully maintain the (open-source) ERP systems in the post-
implementation phase. The research also helped to identify the workarounds 
to convert an apparent failure of (open source) ERP system in an SME 
environment into a success story. 
 
3.3.1. The Case study approach 
As this research uses a case study approach, the author will briefly explain: 
what a case study is, its goals, when to use and when not to. 
Case studies are a popular methodology in Business and Management 
research. They may be the most appropriate and useful methodology to 




phenomenon within a natural setting using various methods to obtain an in-
depth knowledge (Collis et al., 2014, 68; Gray, 2009, 247; Baker, 2007, 
162). These methods allow investigators to retain the holistic and meaningful 
characteristics of real life events. Some of the examples are: individual life 
cycles, organisational and managerial processes, neighbourhood change, 
international relations, and the maturations of industries (Yin, 2003, 2). 
Yin (2003, 15) defines a case study as an empirical inquiry that investigates 
a contemporary phenomenon within its real-life context, especially when the 
boundaries between phenomenon and context are not clear (Yin, 13). In 
simple terms, it is a way of investigating an empirical topic by following a set 
of pre-specified procedures. They may be very good in working with 
scenarios when a holistic perspective of both the context and object of study 
is needed.  A case can be (Gillham, 2003, 1): 
 An individual: a group such as a family, a class, an office, a hospital 
ward, etc. 
 An institution: a school, children’s home, a factory, etc. 
 A large-scale community: a town, an industry, a profession etc. 
 Multiple cases: several schools, different professions, etc. 
In this type of approach, for the chosen case, data is collected in detail over 
a long period of time. There are generally four types of case studies (Collis 
et al., 2014, 68-69): 
 Descriptive case studies: The objective is restricted to describing 
current status. 
 Illustrative case studies: The research attempts to illustrate new and 
possibly innovative practices adopted by particular organisations. 
 Experimental case studies: The research examines the difficulties in 
implementing new procedures and techniques in an organisation and 
evaluating the benefits. 
 Explanatory case studies: Existing theory is used to understand and 
explain what is happening. 




 Selecting the case 
 Preliminary investigations 
 Data collection 
 Data analysis 
 Writing the report 
Some of the challenges of adopting a case study approach are: 
 Getting access to suitable case and to negotiating to get access. 
 Research is very time consuming. 
 Difficult to decide the scope of the study. 
 Though the focus is on a particular group or organisation, they do not 
exist in vacuum, but interact with the rest of the society. 
 The case has a history and future and is difficult to understand the 
events in a particular time period without understanding what went 
before and what may follow. 
 
3.3.2 Justification for choosing single case study approach 
for this study 
The research problem and research questions attempt to probe an area with 
little research available, thereby uncovering a specific goal i.e. sustainability 
of (open-source) ERP system in an SME environment. Due to the very 
nature of the research question, a primarily interpretive approach was 
required. 
Several research strategies were considered for this study before a case 
study was selected, which enabled the researcher to conduct an in-depth 
and extensive research in an SME environment. A case strategy research, 
(which is a detailed investigation with the data collected over a period of time 
within their context (Hartley, 2004)) suited well to the research questions that 





A case study includes single and multiple case studies (Yin, 2003). Yin 
(2003) believes that it is better to utilise a multiple case design rather than a 
single case design as the findings of a single case study cannot be 
generalised and cannot be applied to various settings. However, Marshall et 
al. (2006) contradict the beliefs of Yin (2003). They believe that it is not the 
duplication ability of the research study which is important, but it is the 
thoroughness with which the research is conducted.  
This research uses a single case study to understand sustainability of ERP 
system. The researcher believes that a single case study was ideal for this 
research, though is time consuming, but could possibly produce more data 
for analysis as data collected from a single source is more in-detail and 
comprehensive and thereby increasing findings (Oates, 2006). This can be 
further strengthened using Yin’s (2003) belief that, by using a single case 
study, a researcher has access to areas that were previously not 
investigated and the resulting information is generally revelatory. This is 
what this research was intending; determining sustainability of ERP systems 
in SMEs (which is concerned with ERP usage, quality, benefits, etc.), which 
was previously not investigated thoroughly (Huang et al., 2016). Considering 
the fixed time-period of the PhD and the research questions, a single case 
study was more suitable and practical. However, the case study 
organisation is unique on its own. Though the case study organisation 
was operationally a single organisation, on paper there were two 
organisations, having different set of challenges, with a common senior 
management, HR, and accounts department. The researcher believes that 
the findings from this research study cannot be generalised but, can be used 
by other researchers to as a basis for their studies and generalise the 
findings. 
The main reasons for single case study to be the most ideal choice for this 
research: 
 It is not the duplication ability of the research study which is 





 The industry setting in which the research was done had an ERP 
system implemented which failed to meet their vision and had a need 
for identifying and rectifying the problem. Therefore, it was necessary 
to implement a research method that has a degree of flexibility and is 
practical in nature. 
 The aim of the research was to encourage people to involve and 
become participants of the entire research process. This would 
thereby influence change in the organisation, which may or may not 
produce a quantifiable result. 
 The research was limited in some respects with my dual role as both, 
an ERP consultant and as a researcher. The organisational curb of 
carrying out research in the field, rather than in a controlled 
environment, contributed itself more to an interpretative approach. 
In brief, the researcher tries to make the (open-source) ERP system be 
utilised more efficiently by the SME and in that process identify the factors 
and workarounds to make the (open-source) ERP system sustainable in an 
SME during post-implementation phase, by improving understanding, 
developing learning and influencing other’s learning in the organisation. 
Given the research problem and the organisation’s settings, the researcher 
believes that single case study is an ideal methodology for this study. 
 
3.3.3. Validation approach to overcome limitations of 
implementing single case study approach in this study 
Like any research paradigm, single case study has its own potential 
limitations and drawbacks. The limitations of the study are: 
 Large amounts of time and effort of the researcher went into 
maintaining collaborative networks. 
 As the research consumed longer time than many other studies, there 
were sometimes disruption due to staff turnover and people leaving. 
 New knowledge generated through the study may lead to practical 




reported properly in academic literature. To overcome this, the 
researcher will publish the findings in journals. 
 Awareness of being observed or having behaviour assessed 
engenders beliefs about researcher expectations, this is known as 
Hawthorne effect (McCambridge et al., 2014). When there is 
Hawthorne effect, studies could be biased in way that might help to 
understand well, with profound implications for research (Holden, 
2001).  
 The input and feedback provided through co-operation of participants 
will be used as a valuable form of validation and achieved 
triangulation. The findings from the research will be compared with 
literature as another form of triangulation. 
 The projects using this approach cannot be generalised as they are 
very unique in nature. A single case study in the study is used not to 
achieve repeatability as in positivist methodologies, but the goal is to 
understand social interpretations and achieve validity, which the 
researcher has achieved. 
 
3.4. Data collection methods 
Crotty (1998, 3) states methods are “the techniques or procedures used to 
gather and analyse data related to some research question or hypothesis”. 
The researcher uses both qualitative and quantitative methods for data 
collection. 
 
3.4.1 Quantitative and qualitative data 
The researcher of this study prefers to use the terms quantitative and 
qualitative like the way Collis et al. (2014, 52) suggests, to describe data 
rather than paradigms. Data collected in a study can be quantitative and/or 
qualitative: 
 Quantitative: Numerical data 





3.4.2. Data collection methods used for the study 
To achieve notion of triangulation (i.e. using two or more methods and data 
sources to strengthen interpretations and conclusions) for this study, the 
researcher uses both the quantitative and the qualitative data collection 
methods wherever necessary. The methods used in this research are: 
 Records 
 Physical artefacts – Implemented software systems 
 Documents – emails, notes, meeting minutes, reports, policies and 
procedures documents, etc. 
 Conversations 
 Semi-structured interviews 
 Detached observation 
 Participant observation 
 Blogs 
 Archival records 
 Service records, such as those showing the number of clients 
served over a given period of time 
 Organisational records, such as organisational charts and 
budgets over a period of time 
To support the inferences inferred from the data, the researcher sometimes 
uses direct quotes form participants who took part in the research. 
 
3.5. Justification of sample selection 
Previous studies on the post-implementation of the ERP systems were done 
using multiple case studies (Zhu et al., 2009) and were mainly done using 
cross-sectional questionnaires. There is a definite need for in-depth analysis 
of these problems (Gallagher et al., 2012; Peng et al., 2010a, b). So the 
researcher had chosen to do research in an SME by doing an in-depth 





There were two types of data sampling decisions that had to be addressed 
as part of this research. They are: 
 Choosing the organisation in which to conduct the research. 
 Selecting the participants to be part of the research. 
 
3.5.1. Choosing the organisation 
Convenience sample was used as the unit of analysis for this study. An SME 
who has an open-source ERP system implemented in their organisation had 
shown its interest to convert the failed ERP system (during post-
implementation phase) to success and thereby making it sustainable. The 
SME used for the study provided an ideal case study, as it contained all the 
dynamics from which the research problem and the questions could be 
explored, by effectively introducing the single case study process to derive 
and test theory. Following are the attributes of the adopted SME: 
 Successfully implemented open-source ERP system in 2010. 
 The ERP system which was initially successfully implementated later 
failed to achieve the desired interests of the company. 
 80 employees work at this SME. 
 After few years of implementing the open-source ERP system, 
different business units stood at different places in terms of using the 
ERP system. This provided an opportunity to understand the 
challenges that exist for utilising an ERP system and the workarounds 
for converting the failed ERP system to a success thereby making the 
open-source ERP sustainable in the SME. Each business unit 
provides distinct services thereby providing a wider scope of the 
problem. 
 As stated previously, in 2015, for various reasons, BU1 was 
separated from the main company and was created as a sister 
company on paper. However operationally, the two companies were 





3.5.2. Selecting the participants 
Purposive sample was used to select the participants to be part of the 
research, which involved choosing subjects who were most able to provide 
the desired information. People chosen were from different roles possessing 
different levels of expertise. This has assisted to capture a rich data set. 
 
3.6. Data analysis 
Depending on philosophical origins, several types of data analysis 
approaches exist, where some are deductive and some are inductive in 
approach. There are contrasting logics between inductive and deductive 
perspectives (Gibbs, 2007): 
 Inductive perspective favours an approach in which they are 
developed in tandem with data collection, in order to produce and 
justify new generalisations and thus create new knowledge and 
understanding. i.e. idea or theory is strongly rooted in the data. Here, 
researchers do not come with pre-conceived ideas or theories prior to 
the analysis. 
 Deductive perspective favours an approach in which the researchers 
start the analysis with a priori theories or ideas. 
Some of the examples of inductive approaches are: analytic induction, 
grounded theory, etc. The goal of analytic induction is to make universal 
statements that may be modified later in situation where exceptions occur 
(Ratcliff, 1994). Using this approach, analysts look at the data to see if they 
can confirm, revise or refute. In this approach, it is assumed that whatever is 
said by participants is a true reflection of what is actually happening. This 
type of pure inductive approach is alone unsuitable for this study, as this 
study deals with people with different psychological and behavioural 
characteristics. The study recognises that there are espoused theories and 
theories in use, therefore what people might say might not necessarily be 




Grounded theory is a very common example of an inductive approach. A 
grounded theory is one which is inductively derived from the study of the 
phenomena it represents (Corbin et al., 2008). In this type of approach, the 
analysis commences without any preconceived ideas or theories. So, 
researchers dive into data and construct from scratch. It is hard for an 
analyst to completely eliminate all priori frameworks, and inevitably, 
qualitative analysis is guided and framed by pre-existing ideas and concepts 
(Gibbs, 2007). However, the researcher of this study identified several 
challenges, which would form some a priori themes for this study. Hence, 
grounded theory could not be applied for analysing data in this research. 
An approach which is both deductive and inductive was required for this 
study. Template analysis is one such approach which allows being 
deductive and inductive and is used for this research. It allows a researcher 
to be deductive as it starts with at least a few pre-defined codes to guide the 
analysis (King, 2004), which means that the analysts using this approach 
can start analysis with a priori themes (i.e. specific theoretical ideas or 
practical themes that may relate to the aims of the research). Rather than 
analysing every transcript of data inductively, analysts develop a first version 
of what they think is a first attempt at the coding scheme or template (King, 
2004). And when the initial template is constructed, the analysts must 
systematically work through the full set of transcripts, identifying sections of 
text that are relevant to the aims of research, and marking them with more 
appropriate codes from the initial template, representing an iterative 
approach which is ideal for this study. 
It is a style of thematic analysis and uses thematic coding. It does not offer 
strong guidance on how data needs to be interpreted i.e. does not have a 
rigid prescription for how to do analysis. Grounded theory on the other hand 
is a whole methodology with whole set of assumptions and whole 
expectations on what to do. Due to the nature, length and number of 
participants that are involved in this research, it is not practical to emphasise 
every code that emerges from data. Template analysis allows the researcher 
to focus on data that addresses the questions that need to be answered and 




crucial at a particular point of time, but can be referred to in future. This 
flexibility is ideal for this study. 
Template analysis typically involves following stages (King, 2004): 
1. Reading through and familiarising oneself with data 
2. Carrying out preliminary coding, usually on a sub-set of the data 
3. Depending on approach, maybe including some a priori themes 
4. Producing final version of template 
5. Using the initial template to code further data, modifying the template 
where it does not fit 
6. Carrying out quality checks at any/all the above stages as appropriate 
to one’s approach 
Some of the distinctive features of it are (King, 2004): 
 Epistemological flexibility 
 Procedural flexibility 
 May include some a priori themes, depending on approach 
 No fixed hierarchical levels of coding (whereas in thematic analysis 
there are three levels of coding) 
 
3.7. Phases of the study 
For the implementation of single case study and using template analysis in 
this study, the phases mentioned in Zuber-Skerrit’s (2002) generic model for 
designing ALAR (Action Learning and Action Research) programs were 
adapted. However, to address the organisational problem within the given 
timeframe, a flexible model was adapted which does not strictly adapt action 
learning process.  This adapted model contains eight components. In every 
phase, there are processes of planning, taking action, observing and 










The eight phases of the research are: 
1. Problem definition and needs analysis 
2. Construct initial template and the relationships between themes 
3. Project work 
4. Project work (continued) 
5. Participants’ consultation and feedback 
6. Project work (continued) 
7. Participants’ consultation and feedback (continued) 





Phase 1- Problem definition and needs analysis 
The first phase of the research involved: 
 Defining vision i.e. research objectives. 
 Formal introduction of the researcher to the organisation. 
 Understanding the organisation: its business, its structure, and its 
policies. 
 Understanding the functions of the implemented ERP system. 
 Understanding the role of people in maintaining and using the ERP 
system. 
 Identifying and analysing the most serious concerns people in the 
organisation share of the implemented ERP system. 
 Selecting the team and defining the project 
 Enabling participants to have a common information base and 
enhance their possibility to have a shared understanding of the 
project’s key issues and example benefits of learning and research. 
 To build trust and credibility with the participants, the researcher 
involved in team building and learning situations using both, formal 
and informal sessions. 
 Formal sessions: Individual meetings, participating in team 
meetings, participating in management meetings, 
organisation’s events. 
 Informal sessions: Drinks or meals breaks at the canteen or 
any other shared activity, informal discussion with staff at desk. 
 
Phase 2- Construct initial template and the relationships between 
themes 




 Identifying factors from literature that affect three phases (i.e. pre-
implementation, implementation, and post-implementation phases) 
and thereby overall success of ERP systems in large organisations. 
 Constructing initial template. 
 Constructing a structured diagram that demonstrates inter-
relationships between different themes. 
Phase 3- Project work 
This phase involved: 
 Analysing what the case study organisation and its employees 
perceive as success or failure of the implemented ERP system 
(during different phases).  
 Thoroughly understanding the pre-implementation and the 
implementation phases that the case study organisation went 
through. 
 Evaluating and comparing the identified factors and their 
interrelationships with the constructed initial template and the diagram 
demonstrating the interrelationships between the themes. 
The participants were able to raise concerns about the proposed vision and 
suggested possible changes. The process of revised vision, context analysis 
and improved practice was repeated several times during several other 
phases of the project implementation. The case study strategy was finalised 
and set in motion to kick start the third phase of the research (i.e. project 
work). 
Phase 4- Project work (continued) 
This phase involved: 
 Thoroughly understanding the post-implementation phase of the case 
study organisation till to the date when this was evaluated. 
 Evaluating how the factors (in the pre-implementation and 





 Comparing the identified factors and their interrelationships with the 
constructed initial template and the diagram demonstrating the 
interrelationships between the themes. 
 Relooking at the previously defined vision (i.e. research objectives) 
and make changes. 
 Finalising the case study strategy and then introducing thecase study 
approach to participants. 
 Defining the project design, management and evaluation. 
 Identifying the initial steps to be taken to resolve the identified issues 
and implementing them. 
This phase had to go through data collection, analysis, and feedback to 
participants in the research, and collaborative interpretation of the results. 
This included meetings to monitor progress and to provide support wherever 
needed.  
The co-operation with participants during every step of this phase helped the 
participants to realise that they have equally involved in this research as the 
researcher, thereby making them to own this research and help in make 
changes to their environment and solve issues raised and revisit the 
implementation phase for the next phase. The input and feedback provided 
through co-operation of participants acted as a valuable form of validation. 
During this phase, the literature review by the researcher was an ongoing 
process to ensure that the gaps that were found during the research were 
investigated by comparing with what was known to the academic world. 
Phase 5- Participants’ consultation and feedback 
The researcher and the participants of the research discussed the progress 
of the research to that point and shared problems and concerns, explored 
answers and solutions as part of reflection and evaluation. Hot-issues and 




Through semi-structured interviews and team meetings, heard from key 
speakers for focussed learning, thought and discussion. Using this input, a 
plan was devised to address the issues that became apparent. 
The researcher reflected and self-assessed in the light of other participant’s 
experiences and contributions. 
Phase 6- Project work (continued) 
This phase involved: 
 Resolving issues rose during phase 5, by modifying the changes (that 
were implemented during phase 4) wherever required and also 
implementing further required new changes 
 Upgrading the implemented system to a newer version 
 Implementing new modules on the upgraded ERP system 
 Identifying issues that arose during upgrading and also during 
implementing new modules 
This phase acted as a stage for further action and reflection. The plan 
devised to address the issues that became apparent in Phase 4 is put into 
action in this phase. Similar to Phase 3, this phase went through data 
collection, analysis, and feedback to participants, and collaborative 
interpretation of the results. 
The literature was consulted to identify any further gaps that were not 
addressed in the academic literature nor in the Phase 3. 
During this phase the knowledge gathered in the first four phases were 
made explicit to the organisation. 
 
Phase 7- Participants’ consultation and feedback (continued) 
The input and feedback that will be provided during this phase, through co-
operation of participants was be used as form of validation. Any further 




participants through the discussion ofdevelopments and was addressed in 
the next phase. 
Phase 8- Participants’ concluding feedback and model and theory 
building 
In this phase, the researcher brought the participants’ actions towards 
conclusion by: 
 Interpreting results in the light of the literature review (for a final time) 
 Model and theory building 
 Reflecting on personal and organisational learning 
 
A workshop was conducted at the organisation. Its main aim was to present 
and discuss project’s findings and reflect on team’s learning as well as 
sharing their problems and possible solutions. 
The researcher, for the final time met the participants to discuss and identify 
any problems that were not addressed as part of this research. This gave an 
opportunity for future researchers to address any potential research 
problems. 
A thesis was completed by the researcher as part of PhD. After approval by 
the reviewing body, different condensed version documents were provided 
for different purposes and audiences of the sample organisation. 
 
3.8. The ethical considerations and implications for this 
research 
The researcher used the following ethical consideration for the research: 
 Access needs were negotiated at various levels within the 
organisation and with individuals.  
 It was promised that no sensitive information would be revealed and 




sensitive information gathered was kept in a secure location by the 
researcher. 
 The aims and objectives of the project were defined in collaboration 
with the CEO of the sample organisation.  
 It was made clear to the participants that they are central to the study 
but have right to withdraw. However, individuals of a group activity 
(which were observed) were told they could not withdraw. 
 In observation activities, the researcher shared the interpretations to 
check with the participants, if they felt the same. 
 
3.9. Conclusion 
In this chapter, the research environment was discussed in detail, 
demonstrating the unique situation of the business, where the study is 
undertaken. It also demonstrated how the researcher had access to data to 
better understand ERP systems in an SME environment and identify 
workarounds to convert failed ERP system into a success story, which would 
have not been possible for an outsider. 
Based on this discussion in the light of research problem and questions, the 
rationale is provided for selection of single case-study methodology for data 
collection and template analysis technique for data analysis. It also provides 
justification of sample selection for this study. 
This chapter concluded with brief description of different phases of this study 





Chapter 4: Data collection and Analysis 
 
4.1. Introduction 
The previous chapter established the research method, the data collection 
and analysis techniques that are utilised in this study. This chapter presents 
the analysis of the data that was collected over the period of 30 months and 
the findings that arose. The chapter explains the data analysis done during 
the eight phases of the project and presents in an understandable format by 
highlighting the findings that emerged from it. Based on the findings, a 
success model/sustainability framework of (open source) ERP systems in an 
SME environment is proposed. 
During the time spent by the researcher at the case study organisation for 
over 3 years, it was observed on few occasions that what was said by the 
users (during conversations or interviews) did not match with the reality, 
which was identified by reviewing documents, observing user behaviour, 
software (i.e. implemented ERP system), speaking to other users, etc. The 
researcher recognises that espoused theories and theories in use exist at 
the case study organisation. Hence, just analysing information provided by 
the users alone would not have provided enough insight into the research 
problem. To overcome this issue, the researcher considered several forms 
of data during data analysis and also triangulated with the identified 
literature relating to large organisations. 
 
4.2 Sustainability Framework 
The study identified several factors and sub-factors which impact the 
sustainability of open-source ERP system in SMEs. To get an overview of 
the findings and for better understanding of the following sections in this 
chapter, the author first demonstrates the findings (sustainability model 





4.2.1 How were the factors and the success framework 
deduced from this study? 
Identifying themes, categorising them into categories and then creating a 
framework was a very tedious task for the author. From the data collected 
and analysed over a period of time, the author identified 530 themes and the 
relationships between them. The researcher then used the categories 
identified in section 2.6.8.1 to classify the identified 530 initial themes. 
Following are the categories identified in section 2.6.8.1 along with the 
colour codes used in the below diagram to demonstrate these categories: 
 Change management  
 Data management  
 Education and training  
 Environment  
 ERP system  
 Implementation strategy  
 Monitoring management  
 Organisational characteristics  
 ERP Package selection process  
 Project management  
 Project team competence  
 Software development  
 Support of top management  
 User involvement  
 Vendor  
 Psychological characteristics  
 Behavioural characteristics  
 Human risks  
The author then used the following models and the initial template deduced 
using the SME factors (table A.1) identified through the literature review, as 
a basis for deducing framework (figure 4.1) from the 530 initially identified 




 Law et al. (2010)’s success framework as shown in figure 2.1. 
 DeLone et al., (2003)’s reformulated model of IS success as shown in 
figure 2.2.  
Figure 4.1 demonstrates the 530 themes colour coded according to the 
category they fall into (from the author’s perspective) and the connections 
between them based on the findings from the study. The below diagram is 
segregated into 7 main groups, numbered from 1 to 7. They are: 
1. Support of top management 
2. People, process and technology 
3. ERP usage enhancing dimensions: system quality, service quality, 
information quality, organisational quality, and personal 
characteristics and information literacy. 
4. ERP usage 
5. Impact of ERP system: individual, workgroup, organisational impacts 
6. Implementation and post-implementation success 
7. ERP success 
This resulted in a complex framework as demonstrated in figure 4.1, which 
needed further simplification in order for the SMEs to follow and easily 
understand their drawbacks and strengthen their ERP sustainability. 
Thorough questioning and thorough analysis of data has resulted in 
reducing the initially identified 530 themes to 223 themes (23 core and 200 
sub themes), which are demonstrated below in Tables 4.1 – 4.20. This 
analysing and questioning approach has also resulted in removing duplicate 
relationships and ending up with a simple framework (as demonstrated in 
figure 4.2), which SMEs can easily follow and use it to have a sustainable 






Figure 4. 1: Sustainability (i.e. success) model initially deduced from the 




4.2.2 Sustainability model, core and sub factors identified 
from the study 
 
Figure 4. 2: Sustainability (i.e. success) model for open-source ERP system 




Core themes identified from the research during different phases of the 
study are: 
 ERP Success/Failure 
 Organisational Impact 
 Workgroup Impact 
 Individual Impact 
 
 User buy-in and ERP usage 
 
 Personal Characteristics & Information Literacy 
 
 Information Quality 
 
 System Quality 
 ERP Package Selection Process 
 Installed ERP system 
 Software Development (i.e. programming and testing) 
 
 Organisational Quality 
 Organisational Characteristics 
 Change Management 
 Education & Training 
 
 Service Quality 
 Vendor Support 
 Internal Project Team Competence 
 Project Management 
 
 Management Support & Implementation Strategy 
 Management Support 
 Implementation Strategy 
 




The identified factors are categorised into categories that are derived from 
this study and are colour coded accordingly (this colour coding is different 
from the colour coding used in figure 4.1). The relationships between the 
identified themes are explained in following sections, along with 
observations and some notable quotes. The relationships between the 
identified themes will be further justified using references from literature on 
large organisations. 
The sub factors identified from the study are: 
T.OI. Organisational Impact 
T.OI.1 Financial performance 
T.OI.1.1 Earnings before interest and taxes 
T.OI.1.2 Reduced cost due to increased operational efficiency 
T.OI.2 Long-term advantageous resources 
T.OI.2.1 Competitive advantage 
T.OI.2.2 ERP innovation 
T.OI.2.3 Long term viability of ERP system 
T.OI.2.4 Acceptance of ERP system  
T.OI.3 Organisational performance 
T.OI.3.1 Improved enterprise-wide communication 
T.OI.3.2 Operational efficiency 
T.OI.3.3 Operational effectiveness 
T.OI.3.4 Operational flexibility 
T.OI.3.5 Improved customer service in and after-sales environment 
T.OI.3.6 Stakeholder satisfaction by meeting scope and performance 
expected 
Table 4. 1:  Factors and sub-factors of Organisational Impact (Source: 
Author) 
 
T.WI. Workgroup Impact 
T.WI.1 Coordination and communication with other departments 




T.WI.2 Operational efficiency 
T.WI.2.1 Reduced data duplication 
T.WI.2.2 Task efficiency 
T.WI.2.3 Strategic analysis 
T.WI.2.4 Tactical analysis 
Table 4. 2:  Factors and sub-factors of Workgroup Impact (Source: Author) 
 
T. II. Individual Impact 
T.II.1 Task efficiency 
T.II.2 Improved decision making capability 
T.II.3 Reduced workload 
T.II.4 Reduced stress 
Table 4. 3:  Factors and sub-factors of Individual Impact (Source: Author) 
 
T.EU. User Buy-in and Usage 
T.EU.1 User expectations 
T.EU.1.1 Degree of realism of user’s pre-implementation expectations 
T.EU.1.2 User perception about ERP capability ERP usefulness and 
perception of ease of use) 
T.EU.2 User ERP skills 
T.EU.2.1 Software understanding 
T.EU.2.2 Work process understanding 
T.EU.3 Need for usage 
T.EU.3.1 An environment enabling user to buy-in and use ERP 
T.EU.3.2 Pressure on users who are reluctant to use 
T.EU.4 Usage intention 
T.EU.4.1 Personal advantage/disadvantage from change 
T.EU.4.2 Reluctance and Resistance to use ERP system 






T.SQ. System Quality 
T.SQ.1 Ease of use 
T.SQ.2 System functionality 
T.SQ.3 System reliability 
Table 4. 5:  Factors of System Quality (Source: Author) 
 
T.PS. ERP Package Selection Process 
T.PS.1 Number of initial modules 
T.PS.2 Careful selection of ERP software 
Table 4. 6:  Factors of ERP Package Selection Process (Source: Author) 
 
T.SD. Software Development (i.e. programming and testing) 
T.SD.1 System customisation 
T.SD.2 System testing 
T.SD.3 Troubleshooting 
Table 4. 7:  Factors of Software Development (i.e. programming and testing) 
(Source: Author) 
 
T.ES. Installed ERP System 
T.ES.1 Flexibility of the system 
T.ES.2 System integration 
T.ES.3 User friendliness 
T.ES.4 Technological infrastructure 
Table 4. 8:  Factors of Installed ERP system (Source: Author) 
 
T.IQ. Information Quality 
T.IQ.1 Availability 







Table 4. 9:  Factors of Information Quality (Source: Author) 
 
T.PC. Personal Characteristics and Information Literacy 
T.PC.1 User’s technological innovativeness 
T.PC.1.1 Use of critical thinking of employees 
T.PC.1.2 Readiness for change 
T.PC.2 Computer anxiety 
T.PC.3 Learning efficacy 
T.PC.3.1 Learning willingness 
T.PC.3.2 Learning capability 
T.PC.4 Computer experience 
T.PC.4.1 Individual’s general IT skills 
T.PC.4.2 Prior usage by individuals 
T.PC.5 Influence of gender, age, position, user type, and education 
Table 4. 10:  Factors and sub-factors of Personal Characteristics and 
Information Literacy (Source: Author) 
 
T.OQ. Organisational Quality 
T.OQ.1 Policies and procedures 
T.OQ.2 Management structure and support 
T.OQ.3 Staff Development 
Table 4. 11:  Factors of Organisational Quality (Source: Author) 
 
T.OC. Organisational Characteristics (culture) 
T.OC.1 Networking practices 
T.OC.1.1 Sharing of information between departments 




T.OC.1.3 Horizontal mechanisms (categorised as: formal groups, formal 
roles, informal networking practices, and cross-unit human 
resource practices) 
T.OC.1.4 Open and honest communication 
T.OC.1.5 High context and implicit form of communication 
T.OC.2 Company wide support 
T.OC.2.1 Degree of organisational support 
T.OC.2.2 Intrinsic motivation 
T.OC.3 Structure and process 
T.OC.3.1 History of structures and processes 
T.OC.3.2 Working pattern 
T.OC.3.3 Top-down decision making and risk taking culture 
T.OC.3.4 Organisation size i.e. number of Employees 
T.OC.3.5 Organisational readiness 
T.OC.3.6 Perceived instability and uncertainty in regards to employees’ 
responsibilities associated with the system implementation 
T.OC.3.7 Engagement from users 
T.OC.3.8 Political dynamics within the organisation 
T.OC.3.9 Systems perspective of the organisation in terms of learning 
T.OC.3.10 Technological competence in an organisation 
T.OC.3.11 Disclosing problems, faults and failures 
Table 4. 12:  Factors and sub-factors of Organisational Characteristics 
(Source: Author) 
 
T.CM. Change Management 
T.CM.1 Team flexible to accommodate to the changing 
environment 
T.CM.2 Change management program and culture 
T.CM.2.1 Garnering user interest and assistance 
T.CM.2.2 Rigorous ERP policies and rules 
T.CM.2.3 Nudging organisational culture more towards ERP-like values 




T.CM.2.5 Cleaning up old and inefficient processes 
Table 4. 13:  Factors and sub-factors of Change Management (Source: 
Author) 
 
T.ET. Education and Training 
T.ET.1 Knowledge sharing platform 
T.ET.1.1 Knowledge-sharing community 
T.ET.1.2 Providing a common frame of reference to all ERP activities 
T.ET.1.3 Using both formal and informal knowledge transfer mechanism 
T.ET.2 Effectiveness of the education program 
T.ET.2.1 Efforts to have individual users understand the value and 
functions of ERP systems from perspective of their individual 
tasks 
T.ET.2.2 Strategic knowledge management to make organisations 
transformable, innovative and completely advantaged 
Table 4. 14:  Factors and sub-factors of Education and Training (Source: 
Author) 
 
T.SE. Service Quality 
T.SE.1 Service reliability 
T.SE.2 Service dependability 
T.SE.3 Quality of expertise 
Table 4. 15:  Factors of Service Quality (Source: Author) 
 
T.VE. Vendor Support 
T.VE.1 Responsiveness and assurance of ERP service providers 
T.VE.2 Vendor’s advising capability 
T.VE.2.1 Industry experience of consultant 
T.VE.2.2 Project management capabilities of the consultant 





T.VE.4 Hype created by vendors to sell ERP 
Table 4. 16:  Factors and sub-factors of Vendor Support (Source: Author) 
 
T.PT. Internal Project Team Competence 
T.PT.1 Quality of expertise and experience of team providing 
service 
T.PT.1.1 Skilled in-house IT/ERP professionals 
T.PT.1.2 Professional management background  and role of MIS leaders 
T.PT.2 Project and workgroup ERP champions 
T.PT.2.1 Presence/Role of  project champion 
T.PT.2.2 Presence/Role of workgroup champion 
Table 4. 17:  Factors and sub-factors of Internal Project Team Competence 
(Source: Author) 
 
T.PM. Project Management 
T.PM.1 ERP project cost and time 
T.PM.1.1 Completing ERP project on-time 
T.PM.1.2 Completing ERP project within allocated budget 
T.PM.2 Meeting scope and performance expected from the ERP 
system 
T.PM.2.1 Trusting vendor’s capabilities and advices 
T.PM.2.2 Timely adjustment by the team to satisfy the changing 
business goals 
T.PM.2.3 Detailed requirements analysis and user needs 
T.PM.2.4 Choosing the right vendor and right package 
T.PM.2.5 Extrinsic motivation 
T.PM.2.6 Nature and timing of ERP post-implementation changes 
T.PM.2.7 Implementation using the best practices of an industry to an 
organisation whose practices differ from them 




T.PM.2.9 Managing outdated and duplicated data 
T.PM.2.10 Authorising data access rights to users 
T.PM.2.11 Providing quick and efficient IT support 
T.PM.2.12 Implementation team’s determination to avoid system 
customisation 
T.PM.2.13 System implementation planning and business process 
effectiveness 
T.PM.2.14 Partnership led implementation 
T.PM.2.15 Automation of processes 
T.PM.2.16 Continuous systems integration/extension 
T.PM.2.17 Reward system for consultants to transfer complete 
knowledge 
T.PM.3 Business and technology fit 
T.PM.3.1 Standardisation of business operations 
T.PM.3.2 Modifying and redesigning existing business processes to 
match with new ERP environment along with effective change 
management 
T.PM.3.3 Software fit to business processes 
T.PM.3.4 Continuous process improvement through skilful planning and 
determination 
T.PM.4 Role of end users in design of the system 
T.PM.4.1 Use of critical thinking of end users in designing the system 
T.PM.4.2 Engagement of end users in the ERP project 
T.PM.5 Project team commitment 
T.PM.5.1 Commitments by project leadership, functional units, and 
functional subject matter experts 
T.PM.5.2 Team work and composition 








T.M.MS. Management Support 
T.M.MS.1 Short term behaviour of managers 
T.M.MS.2 Power centralisation of top management 
T.M.MS.3 Personnel change in the management team 
T.M.MS.4 Management concern about ERP usage 
T.M.MS.4.1 Managerial commitment towards building knowledge within 
the organisation 
T.M.MS.4.2 Using systematic procedures and explicit information to tailor 
forecast and plans 
T.M.MS.4.3 Managers quickly realising when the performance decreases 
T.M.MS.4.4 Top management’s emotional support 
T.M.MS.4.5 Managers cooperation in dealing with ERP problems 
T.M.MS.5 Managers setting clear goal and strategy and 
communicating and supervising constantly 
T.M.MS.5.1 Management follow-up from initial statement of benefits 
T.M.MS.5.2 Communication of management expectations regarding the 
nature of expected ERP benefits, at the level of the operating 
T.M.MS.5.3 Managerial flexibility (i.e. managers ability to take desirable 
action in response to evolving business climate) 
T.M.MS.6 Management’s knowledge of ERP success 
T.M.MS.6.1 Management beliefs in ERP assimilation process 
T.M.MS.6.2 Normative pressures (i.e. perceived extent to which members 
of relational channels adopt ERP and the extent to which 
government and industry agencies promote use of ERP 
systems) 
T.M.MS.6.3 Mimetic pressures (i.e. perceived extent to which competitors 
benefit from assimilating ERP) 
T.M.MS.6.4 Coercive pressures (i.e. Extent of formal and informal 
pressures perceived by virtue of competitive conditions, and 
requirements and incentives from local government and 
industry associations) 





T.M.IS. Implementation Strategy 
T.M.IS.1 Clear goals and objectives 
T.M.IS.1.1 Business/corporate vision 
T.M.IS.1.2 Strategic goals of the organisation 
T.M.IS.1.3 Competitive pressure 
T.M.IS.1.4 Shift in goals and consensus on objectives and how success 
is measured 
T.M.IS.1.5 New projects/extension of projects to leverage off ERP 
system 
T.M.IS.1.6 Desire and expectation for continued organisational learning 
and knowledge support 
T.M.IS.1.7 Post-implementation development plan 
T.M.IS.2 ERP exploitation plan 
T.M.IS.2.1 Utilising ERP-related know-how and expertise accumulated 
over time 
T.M.IS.2.2 Utilising functional Subject matter experts 
T.M.IS.2.3 Recurring and ad hoc exchanges between different 
stakeholders responsible for evolution of ERP 
T.M.IS.2.4 Allocating and optimising resources to drive the greatest 
results and volume 
T.M.IS.2.5 Availability of IT resources 
T.M.IS.2.6 Time since implementation 
T.M.IS.2.7 Organisation’s ERP knowledge at beginning of the project 
T.M.IS.2.8 Moving from implementation phase to post-implementation 
phase 
T.M.IS.2.9 Organisation compatibility 
T.M.IS.2.10 Selling the project internally and getting the political support 
required for it to become an organisational priority 
T.M.IS.2.11 Organisational project motivation 
T.M.IS.2.12 Absorptive capacity (i.e. organisations having prior 
knowledge that facilitates assimilation of external information 




T.M.IS.2.13 Choice for ERP implementation objective and how the 
objective is articulated 
T.M.IS.2.14 Managing readiness (i.e. organisational, social, and technical 
readiness) 
T.M.IS.2.15 Top managers making important IT decisions without 
consulting IT experts and system users 
T.M.IS.2.16 Planning organisational mechanism (Strategic and 
operational) (includes group interaction, KM, organisational 
learning and change management) 
T.M.IS.2.17 Steps taken to improve ES process optimisation 
T.M.IS.2.18 Ability to leverage ERP expertise from multiple sources 
T.M.IS.2.19 Organisation Revenue 
T.M.IS.2.20 Dealing with problems occurred during various stages of ERP 
life cycle 
T.M.IS.2.21 Structure of post-implementation support (i.e. support 
structure) 
T.M.IS.2.22 Maintenance and support Strategy and focuses (operational 
and strategic focuses) 
T.M.IS.2.23 Choice of project structure 
T.M.IS.2.24 Organisation supporting openness and experimentation of 
ideas 
T.M.IS.2.25 Allocating sufficient budget and funds to ERP post-
implementation 
T.M.IS.2.26 Investments in on-going major Enterprise Systems (ES) 
business improvement project 









4.3. ERP success/failure: Net benefits 
The whole purpose of having an ERP system implemented in organisations 
is to seek a long term sustainable competitive advantage (Johansson, 
2013a, Rahrovani et al., 2012). A similar expectation was observed from the 
top management at ITL. The overall success can be divided into two phases 
(Law et al., 2010; Zhu et al., 2010): 
 Success of ERP Implementation (T.SEI) 
 Success of ERP post –Implementation (T.SEP) 
However, to have the post-implementation successful it is very important to 
have an implementation of good quality and also be successful (Zhu et al., 
2010). 
Success of ERP systems is defined in different ways by different authors. 
Ifinedo (2008) said that system quality, information quality, individual impact, 
workgroup impact and organisation impact lead to success. However, for the 
management of ITL, definition of success during the implementation phase 
was: 
 Stakeholder (e.g.  top management, functional managers, users, etc.) 
satisfaction by meeting scope and performance expected. 
 Meeting the project budget and schedule (i.e. due dates). 
 ERP’s support of organisational activities (e.g. overall organisational 
performance, benefits). 
 Acceptance of ERP system. 
Their definition of success has changed over time. Their definition at the 
time of using the system for more than five years was more about the 
business benefits the implemented open-source ERP system can bring in 
i.e. 
 Financial performance 
 Business performance (e.g. improved Customer satisfaction) 




 Long-term advantageous resources through continuous system and 
business success 
However, the definition of success was perceived differently by the 
department managers when compared to the top management. They were 
more concerned about their department’s productivity through: 
 Increased and easy coordination and communication with other 
departments through which the department can benefit individually. 
 Operational efficiency through improved business process and task 
efficiency, strategic and tactical analysis, and reduced data 
duplication, etc. within their departments. 
Similarly, the definition of success was perceived completely different by the 
end users at ITL. The end users were more concerned about the benefits 
that they can get from the system, which makes their life easy at work by 
allowing them to do their daily tasks much quicker and efficiently, a better 
decision support system and one which can reduce workload and stress. 
From this it can be understood that: 
 Definition of success changes from implementation phase to post-
implementation phase 
 Definition of success changes over time based on goals and 
objectives 
 Definition of success is perceived differently by different entities 
Though the definitions of success are perceived differently by different 
entities, in order for an organisation to receive the benefits it perceives, it is 
very important that the departments are successful. Similarly, for a 
department to be successful, it is very important that the majority of staff in 
the department are efficient. 
So, the benefits that an organisation can get from the ERP system depends 
on how effectively the departments (with ERP system implemented) in the 
organisation utilise the ERP system. Similarly, department’s benefits from 




In simple terms, like Ifinedo et al. (2010) says: 
 Individual impact (T. II) affects workgroup impact (T. WI) 
 Workgroup impact (T. WI) affects organisational impact (T. OI) 
A similar behaviour was observed at ITL. As an example, when the FD1 
department staff started to use the ERP system more effectively than they 
used to before and perceived more benefits, the functional manager 
observed a positive impact on the workgroup, which then impacted the 






Figure 4. 3: Success/failure of open-source ERP system in SMEs (Source: 
Author) 
 
4.3.1. Organisational Impact 
Ifinedo et al. (2010) define Organisational impact (T. OI) as the benefits that 
an organisation gets from ERP system such as: enhanced customer service, 
decision-making processes, etc. The researcher identified that the benefits 
fell mainly into three categories and were in line with what Liu (2011) 
categorised management performance as: 
 Financial performance (T.OI.1) 
 Long-term advantageous resources (T.OI.2) 




For the case study organisation, finance performance was mainly about 
return on investment on the ERP system through increased earnings and 
reduced cost due to increased operational efficiency.  
Similarly, organisational performance was about an increase in performance 
of the organisation through increased operational efficiency, effectiveness 
and flexibility and also improved enterprise-wide communication both 
horizontally and vertically in the organisation, thereby improving customer 
service in and after-sales environment and also customer satisfaction by 
meeting expected scope and performance. 
The researcher observed on several occasions that the impact the ERP 
system had on the organisation was very much dependent on how the case 
study organisation perceived its benefits. One of the observations made was 
that when the ERP system was first implemented, though the financial and 
organisational performance of the organisation improved, the organisation 
(i.e. top management) never perceived that one of the governing factors for 
improvement is due to the effective use of the ERP system. This resulted in 
senior management not supporting the post-implementation improvement or 
effective usage plan, which resulted in poor acceptance of the system and 
not using the ERP system for competitive advantage. As Ucakturk et al. 
(2013) state “upper and middle level managers to use to make business 
decisions more effectively”. So, it is very important for an organisation 
having an ERP system implemented, to analyse if a governing factor for 
their improved performance is having the ERP system in place. This would 
help the organisations to think of long term benefits that the system can be 
enabling them to further support the system. 
However, on certain occasions, when performance (financial and 
organisational) decreased, some of the managers blamed the system saying 
that it is of no help. They showed no interest in investing time to rectify the 
root cause of the problem, thereby perceiving low success. 
Analysing the secondary data relating to the start of the post-implementation 




continuous process improvement and business process performance, which 
is similar to what Ha et al. (2013) identified in large organisations. 
The SME at a board level saw financial, strategic growth etc. as success. 
However, at the managerial level, anything that reduces workload of 
subordinates is perceived as success. However, they are not really 
concerned about data quality, etc. as they never look at usage by staff or at 
data quality, which then hinders success at the board level.  They like to 
invest in software that has the capability that can assist in their work 
however they are not interested in its use. 
 
Substantiating Evidence 
“The ERP system has definitely brought in the financial benefit, thinking 
about how much time was spent by staff before in comparison with now. We 
are now saving time on things. This could then be made to generate 
revenue in some other form as our time has got freed up and we will be able 
to work on other tasks. We can get learners faster as we are able to analyse 
the planning and get in more learners quickly and thereby increasing 
efficiency of the department. One of the benefits is the learners have their 
own logins as it helps them to know at their finger-tips what day they are due 
in, who they are with, etc. Since it is now possible for everyone to see any 
information relating to a company, it is very much easy to provide a very 
good customer service and upsell to the company. On the old system, the 
information was lost easily. If the FD1 staff went to a company as they were 
not integrated, it was not possible to see what communication took place 
between that company and other departments of our company. We have 
come along a long way from past 8 months. New features have come in and 
I love it.” (T. OI). 
 
“The system helped us to generate more revenue because it helped us to 
monitor and record what we are doing. So we know with the courses the 
numbers. So it does give that information, it has definitely helped us that 
way and we are more focussed and we are driven to it but the use of having 
a good system helps us because otherwise productivity would not work.” 
(T.OI.1.2). 
 
“The benefits from ERP usage in this company are vast and keep growing 
day by day, mainly to be able to view our customers and operational 
information all on one system. Particularly internally we have seen a 
massive take up of people using the system and it has been a massive 
inspiration for people to learn it even more. This system allows us to see all 
our customer information, what they have done with us. SO we have got 




accordingly.”  (T.OI.3.3, T.OI.3.5)  
“This system has given us operational flexibility and allowed us to do it more 
effectively and more efficiently because we are using the system that we can 
change and adapt to how the business wants to work in a more professional 
manner.” (T.OI.3.4) 
“Accepting the ERP system by our staff was like dragging teeth. Lot of 
people initially resisted it because they just got to know how to use the 
legacy systems. So initially it took quite a long time to accept that we are 
going to change something. We got through it slowly as they started seeing 
the benefits of it. The staff is now thinking out of the box and approaching 
the project team for more features, which might increase their efficiency” 
(T.OI.2.2, T.OI.2.4, T.OI.3.6) 
“The system through helping in analysis of data and through online sale 
brought in competitive advantage to us and hopefully it will increase every 
day.” (T.OI.2.1) 
“Since ERP system was first launched in our company, there has been a 
healthy growth especially in terms of yearly earnings. That is because of the 
system that we got is allowing us to be more efficient and professional in the 
way we look after our customers.” (T.OI.1.1) 
“Every staff member in this company is getting hold of the system. As a top 
manager, I have tried to influence the managers that this system has to and 
will drive the business. The managers are now seeing that if they can get 
this information then they can be more effective.” (T.OI.2.3) 
 
“Because we have data at touch of a button, we are able to act quite quickly, 
for e.g. any concerns like sickness and disciplinary. We have a retention rate 
for sickness to keep below 2%. We can now produce those figures each 
year to feed into the business plan and say to the CEO that we are below 
2% or we may be a bit higher and so what are we going to do about it. 
Because I have got that information at the touch of a button, it can be fed 
into the business and may be look to amend our policies or why it is high 
and what we could do better. So I think it is a massive benefit to the 
company.” (T. OI). 
 
“It took us a long time to get the executive on board to support me. And I 
think the way she has come on board is by seeing something, rather than 
understanding that she needs to know it. So the good thing is I am seeing 
some really good information coming out from it.” (T.OI.2) 
 
“Because the benefits in the FD1 department outweighed the failure in other 
areas and because lot of it was making staff realise that they could have a 
system which would support the job that they are doing and making it clear 
and explaining it. I think the IT coordinator has done that with some of the 
staff particularly in the FD3 department. But don’t forget that the FD3 
department has moved into FD1 area, which is ERP friendly. The FD2 
coordinators have worked brilliantly. They had a huge problem with wanting 
to know how to capacity plan learners and we have showed them a way we 
could do that and they now bought into it. We kind of shown the business 
support team what it can do it cutting down their work but in a clearer way 





“What we got is a better recording system. So we can draw the information 
from a customer what they did five years ago, what they did three years ago, 
etc. So we got that information. So the system is working for us. It is feeding 
us the information because it was inputted like seven years ago. So 
suddenly good information is coming through, we know what our customers 
have done, we know what our customers have spent. So we can monitor 
more. We can identify if they are top spending companies, etc. Similarly, the 
other department can see that information. So that is how we can cross 
selling and share information. So it certainly has drawn the tools that would 
definitely helped us certainly over last few years making it work for us as a 
team. It is the monitoring that it can do. It is all about telling us the 
information about customers and also what FD1 are doing as well. Because 
that will particularly help when we have new people. They can see the 
history of their area about what has been done before and what they need to 
do.” (T.OI.3). 
 
“Everybody in the FD1 department can see every company in FD3 and 
every company in FD3 can see what is in FD1 because they all going to be 
locked up. Everybody can look. By making this process simpler, we can get 
more candidates get into jobs more quickly. So that is making more money 
which is going to benefit the company. It is going to be more streamlined 
and as long as you have steps or procedures to follow, so everybody knows 
who is doing what then I should imagine everything will be fine. But it needs 
those steps.” (T.OI.3.1, T.OI.3.2) 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 
Improved financial 
performance (T.OI.1) 
Acceptance of the ERP 
system (T.OI.2.4) 
Bazhair et al., 2015 
ERP project acceptance 
(T.OI.2.4) 
Resistance to change 
(T.EU.4.2) 
Rothenberger et al., 
2009 
ERP project outcomes 
(T.OI)  (measured in 
terms of meeting the 
project due dates 
(T.PM.1.1), budgets 










Agaoglu et al., 2015 
Coordination 
improvement (T.OI.3.1) 
Overall benefit of using 
ERP system (T.SEO) 






Decrease in customer 
service level (T.OI.3.5) 
Low perceived success 
of ERP implementation 
(T.SEI) 
Hakkinen et al., 
2008a 
Table 4. 21:  Substantiating quotes on ‘workgroup impact’ and triangulating 
with existing literature (Source: Author & Literature) 
 
4.3.2. Workgroup Impact 
Workgroup impact (T.WI) is the impact ERP system has on departments of 
an organisation e.g. improved inter-departmental coordination and 
communication, productivity, etc. (Ifinedo et al., 2010). The study has 
revealed that the departments at ITL, who were using system effectively 
were showing interest about how ERP can benefit them, which was more 
about how can an ERP system reduce data duplication and also increase 
their task efficiency through strategic and tactical analysis and utilising the 
analysed information in making decisions. Due to the integration of IT 
systems between the departments, FD1 was showing interest in 
coordinating and communicating with FD3, by sharing leads and 










“It is a bit upsetting because we have never been aggressive with 
monitoring. When it was three staff, it was very difficult because we had a 
small team. Suddenly when it is five and the information is being analysed, it 






“Before we had this system, we used to use an excel spreadsheet and we 
created them, so that we could maybe filter on certain fields. But as time has 
progressed and has moved on, obviously the executives and the managers 
want more data and more reports. Since we have got my new system, it has 
helped our job role a 100% because we know the accurate information that 
we input now and we can produce reports from any of that information. So 
for example payroll, I can double check our payroll each month from 
accurate information with regards to salaries. Death in service is renewed 
annually. What we can do now is pull a report from the ERP system and 
check it again before we submit the renewal for the death in service. That 
was all paper based before we had the system in my department. That was 
all on an excel spreadsheet and had to be filtered. We used to have holiday 
cards, so people had to manually fill a holiday in and go to the manager for it 
to be signed and then come to me for it to be recorded on another piece of 
paper. Whereas now, it is all done electronically and it saves time, it is more 
effective and is more accurate and also I as a manager I am in more control 
with regards to certain aspects of the FD7 department.” (T.WI). 
 
“First of all I see it as a tool for the FD1 team to process bookings, monitor, 
and track customers. Look through partners, history of customer, we can 
look at how much they are spending, we can see what sales we got and so 
obviously we know exactly what sales has been produced for the day, 
weeks and months. We can also look back the history. I see it as a right 
hand. It is a daily function that monitors and tells what is going on in the FD1 
department. So the other side, reporting allows me to look at what FD1 team 
are doing, what they are generating, what they have got for future months, 
and so I can monitor forecast sales, look at what we did last time this year 
and we should be doing by contacting these people again. I have got new 
staff, so the system helps me to point them in the right direction and use the 
CRM to try and find out some history for the relevant company, because 
they don’t have to do what has been previously done with that company, so 
it is a good record to go back into the system and pick it up through the 
partners. It is good for the finances. I know exactly where we are up to with 
the finance side of the sales targets, where we should be and what we were 
doing last year, also for the accountant, I do my month end on it and it also 
helps me to plan to a certain extent when I my year end strategic plan. So I 
can see what we did as a year, I can see how fork lift truck courses have we 
run in a year, how much business was generated for that courses and 
obviously I can look at last year’s sales and see if it has grown. So it does it 
for all products. I also do month by month as well so I know month by month 
how many courses we have run, which was the best product for that month, 
helps me also decide if a product is not worthy to sell. You can see at the 
end of the year, if it is not worth doing and what it costs us to do so. I can 
also look at customer numbers; I can see the footfall. I can see how many 
people have come in on a monthly basis. I can see it on a yearly basis and 
then you can know you are growing (i.e. more companies are coming 
through the door). Apart from that there are different reports but they all are 





“In FD1 department, they sort of know now and do course offers weekly now 
and it is only because that is something they have adopted because we 
used to do monthly campaigns and we use to send them via the ERP. Now 
they are doing the weekly ones because the one monthly ones did have an 
effect.” (T.WI  T.M.IS.2) 
 
“The ERP for me is every single department in the whole company will be on 
there and everyone will know what everyone else is doing like for example if 
I need to go and make sure one of my customers had an invoice then 
accounts should be there, the FD3 department should be on there and 
should speak to capacity planning through the system. The capacity 
planning staff knows what is coming through from what we do as department 
staff. So I think it is a full scale management system across the entire 
organisation. I viewed that the CRM was improving a department’s 
functionality and the ERP is improving the organisational processes and 
having a lot smoother process and make us more cost effective and more 
efficient, provide a better service not only for our customers but for internal 
staff as well because you do get lot of frustrations when one department 
does not know what the other department is doing and they can’t plan 
effectively themselves because of not getting that information.” (T.WI   
T.OI). 
 
“It has increased the efficiency of our department. Before, I used to make 
phone calls to my colleagues but now that has saved me calling them 
because the information is now available on the ERP system.” (T.WI.1). 
 
“It has made us more efficient. We placed some new procedures and it has 
reduced paperwork and it is all electronic now, and less stressful. The tutors 
mark the attendance by 9:30 am every day on the system. We then check 
our dashboards and see yeah that person is not in, and then send an email 
to the company. When it was paper based, the tutors did not get the 
opportunity to come out of the class, give us a form and send it to the 
company. So it was usually either later on that day or the next day that the 
company realised that the learners were not here. Whereas now within 30 
minutes we can let the company know that they are not here.” (T.WI.2.2). 
 
“We are more efficient, even on the reporting side, our manager can work 
out overall percentage of learners’ attendance in a day, in a month, etc. at 
finger tips. It broadened efficiency by giving lot more opportunities to do 
things easily.” (T.WI.2.2, T.WI.2.4). 
 
“I use the system for managing expenditure. I have income which is 
monitored through the CRM, it is the sales and I can see various reports to 
what we are doing, it can be forward sales like I say forecast sales, things 
like that. As regards with the expenditure, I use it a lot for the costs through 
purchase orders system, what has been spent for subcontractors, course 
materials and catering. So I use it for those things.” (T.WI.2.3, T.WI.2.4). 
 




obviously how many customers have been through our door, how many 
courses we actually run, as each week goes on you get your head down and 
stuck in to what it is. So it is good to see which courses were the top courses 
and we have done well this week or this month and you think you know why. 
Subcontractors are high in that area because this is the biggest sales. So if 
a forklift truck we knew that we have been running four trucks solid for that 
month and hence why the spend is up because we had to bring in more 
people to do that.” (T.WI.2.3, T.WI.2.4). 
 
“The CRM helped in making decisions, if you get what I am saying. You 
have to use stats from what the system told you to allow you to make that 
decision. So it was partially but it was obviously combination of strategy and 
the use of the system because the information was there and to say what we 
could do.” (T.WI.2.4). 
Relationships between Identified Themes Triangulating with 
existing literature Factor Factor Theme 
Workgroup impact (T.WI) Organisational impact 
(T.OI) 
Ifinedo et al., 2010 
Table 4. 22:  Substantiating quotes on ‘individual impact’ and triangulating 
with existing literature (Source: Author & Literature) 
 
4.3.3. Individual Impact 
Ifinedo et al. (2010) define Individual impact (T.II) as the benefits that an 
individual gets from using ERP system i.e. effect of ERP on the individual 
such as: increased individual’s productivity (T.II.1), improved decision-
making (T.II.2), etc. It was observed at ITL that the individuals using the 
ERP system were not very interested in the impact it had on their 
department or on the organisation but, were very much interested in how it 
could reduce their workload and stress and also improve their decision 
making capability, thereby increasing their task efficiency. When the 
individuals of a department along with their manager were using the system 
effectively and realising benefits, it automatically showed an impact on how 








Figure 4. 5: Individual Impact impacts Workgroup Impact (Source: Author) 
 
Substantiating Evidence 
“I do not have as much stress as I had with the old system. If it went down I 
used to get stressed. This system is very transparent, so the managers are 
aware of what I do. It also made the process simpler and quicker, which is 
what we wanted. Our bread and butter is getting candidates jobs and then 
getting them into the company. Anything that is going to make that simpler, it 
is going to make my job easier.” (T.II). 
 
“It reduced workload and saved time and obviously made me less stressful. I 
would say probably that is the main thing. Saving that time to do other 
things, I am not pressured to do plenty of things at once. I am much happier. 
I feel that it makes us feel relaxed and make us do our jobs better at the end 
of the day.” (T.II). 
 
“As a whole I quite like the system. It is quite simplistic. It would be nice if I 
could see or maybe it is down to the training that I had because I was quite 
new. The system shows your companies that you have under your name: 
what they spend, what is in store, etc. like over the previous year that will be 
handy as you can see your big spenders.” (T.II). 
 
“I input information and use ERP system because it saves me time. It helps 
me to take my job effectively and also it benefits the business as well. It 
moves the business forward and within my role I have always understood 
that if something is incorrect then it can turn into a bigger problem. 
Especially in my role, if it is correct at the start (e.g. it is sickness data) I can 
do something about it before it gets bigger problem. So benefits the 
company and also problems can be identified sooner. I encourage myself to 
use that system because I know how much time it can me in the long run 
and also makes me as an individual more effective.” (T.II). 
 
“The technology helps you lot of time. You do not lose any information as 
everything is written down on the system if you have done properly.” (T.II). 
 
“One person’s low performance affects the department’s performance. It is 
an issue that is being looked at regarding a particular staff member. We 






“I was more than happy do use ERP because of the benefits it will produce 
for me on my workload. The benefits are for everyone i.e. for me, tutors, my 
manager, etc. Something where you log on to see it and access every 
information rather using the spreadsheet. The paperwork it is going to cut 
down. But when it was first given to us, it was stressful. But, I knew the 
overall thing is going to benefit.” (T.II  T.WI). 
 
“The CRM that I worked on was based on basically my understanding of the 
job. Obviously the new system I have used and the knowledge that I gained, 
helped the one built in FD2.” (T.II  T.M.IS.2.2  T.PM.4). 
 
“I could go myself and if we had lot of vacancies, many times I used to ring 
the learners myself and try to fill the vacancy. I was able to access the 
details of every single learner that had applied, was a lot easier.” (T.II.1). 
 
“Once I got on to the new system, I could do a lot more with it. You were not 
constantly clicking on four or five things constantly, it was like what you 
wanted and what I needed was mainly on one thing. Being able to send 
emails through it, like that. So that was easier.” (T.II.1, T.II.3). 
 
“Well, it is time saving. Obviously it is taking less time doing inputting all the 
applications and the way the system is set out is simple.” (T.II.1, T.II.4). 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 




Ifinedo et al., 2010 




Bazhair et al., 2015 
Decision making of upper 
and middle level 
managers of business 
(T.II.2) 
Strategic knowledge 






Ucakturk et al., 2013 
Increased workload 
(T.II.3) 
Decrease in customer 
service level (T.OI.3.5) 
Employee frustration 





and stress (T.II.4) 
Increased workload 
(T.II.3) 
Employee frustration and 
stress (T.II.4) 
Low perceived success 
of ERP implementation 
(T.SEI) 
Hakkinen et al., 
2008a 
Table 4. 23:  Substantiating quotes on ‘individual impact’ and triangulating 
with existing literature (Source: Author & Literature) 
 
4.4. User Buy-in and Usage 
‘User buy-in and usage’ as the name suggests is about how willing are the 
users to buy-in and use the system effectively. It was observed at the case 
study organisation that this is the factor which leads to increase in 
productivity of the users, the departments and also of the organisation (i.e. 
T.EU  T.II, T.WI, and T.OI). Several authors like Hsu et al., 2015, Chang 




User Buy-In & 
ERP Usage Individual Impact 
 
Figure 4. 6: User Buy-in & ERP Usage impacts ERP success (Source: 
Author) 
 
At the case study organisation, it was observed that initially when the ERP 
system was implemented, only FD1 department used the system effectively. 
Though the system used to crash at times, they still tried to utilise the 
system as much as they could. Other department staff initially used the 
system and slowly stopped using for various reasons and used to come up 




it had the necessary features to perform their tasks. Later when managers 
encouraged users to use the system, business processes were enhanced, 
continuous training and support was provided to staff, etc. it had a positive 
impact on users from all the departments in using the system. It was inferred 
on every occasion that the individuals at the case study organisation were 
able to perceive the impact the ERP had on them only when they used the 
system and realised the benefits that they achieved from their usage i.e. 
 Use the ERP system 
 Monitor their usage and get satisfaction 
 Extend usage to realise continuous benefits 
The study has revealed that in the process of user to buy-in and use the 
system, there are five key things which enable the user to use the system 
effectively: 
 User expectations from the ERP system 
 User ERP skills 
 Need for usage 
 User intention to use 
User expectations (T.EU.1) 
User expectations from the ERP system play a key role in order for the user 
to buy-in and use the system effectively. There are two sub factors which 
contribute to it: 
 Degree of realism of user’s pre-implementation expectations 
(T.EU.1.1) 
 User perception about ERP capability (during implementation and 
post-implementation) (T.EU.1.2) 
The study has indicated that if the end ERP product does not meet the 
user’s perception about its capability then it lead to negativity, where in, the 
user was resistant to use the system and also made negative word of 
mouth, thereby having a significant impact on how ERP system initially got 




informed and made them understand what the ERP system can do for them 
and how much is the reality in it, this led to improvement in user satisfaction 
and their perception of ease of use, and usefulness of the system’s 
capabilities, enabling them to buy-in and use the system more effectively. 
User ERP skills (T.EU.2) 
It was observed in several scenarios that when the staff at ITL used the 
system effectively and was satisfied, they acted as carriers of good publicity 
and spread how ERP system had a positive impact on them. Two skills were 
identified which played a crucial role in their understanding of ERP systems: 
 Software understanding (i.e. the extent to which users are able to use 
and navigate through basic features and commands in the ERP 
package) (T.EU.2.1) 
 Work process understanding (i.e. the extent to which users 
understand how to perform their own work activities in the ERP 
environment and how their work activities fit into other work 
processes) (T.EU.2.2) 
During the initial phases of post-implementation FD2, FD3, FD5, and FD6 
departments lacked these skills and so were unaware of the system’s 
potential and this in turn made the users to perceive that the system is very 
complex to use. At the same time, as they are unaware of how to use the 
system, they made mistakes in inputting data, which negatively affected the 
Information quality of the ERP. Whereas for FD1 users who had a good 
understanding of the software and the work process, the system encouraged 
them to further enhance and make more effective ways in which they could 
utilise the software for their benefit. This know how enabled them to further 
buy in and use more effectively. 
Need for usage (T.EU.3) 
Though an ERP system was initially provided to the users of FD2, FD3, 
FD5, and FD6 departments, which meets their expectations and though 
continuous training and support was provided to improve their understanding 




were still not using the system effectively. Two factors were identified as the 
factors contributing to it: 
 An environment enabling user to buy-in and use ERP (T.EU.3.1) 
 Pressure on users who are reluctant to use (T.EU.3.2) 
Some departments or individuals in an organisation might have more 
pressing needs to use the ERP system than others. An environment for 
these departments or individuals gets created automatically and forces them 
to buy-in and use the ERP system effectively. Also, managers of 
departments, who have a thorough understanding of ERP system and its 
benefits for them created such environments and constantly ensured that 
their staff use the effectively. 
The author agrees with Fang An-ru et al., 2009 and Jones et al., 2008 and 
observed on several instances at the case study organisation that putting 
pressure on users (who were reluctant to use ERP and/or possessed limited 
understanding of why or how to use the system effectively) from FD2, FD3, 
FD5, and FD6 departments to use ERP, left them with no other option other 
than exploring the system, thereby providing them with an opportunity to 
realise how the system could reduce their workload and stress in their daily 
tasks, slowly having a positive impact on their usage and exploration of the 
system’s capabilities.  
Usage intention (T.EU.4) 
Over time, the case study organisation’s support structure evolved and 
encouraged the users to use the ERP system however there were users 
who were still resisting using the system. Two factors were identified as the 
reasons causing this problem: 
 Personal advantage/disadvantage from change (T.EU.4.1) 
 Reluctance and Resistance to use ERP system (T.EU.4.2) 
At the case study organisation, it was observed that staff who were low 
skilled and ill-trained and also who feared loss of power or loss of job had 




members were identified who were not at all interested in any learning and 
preferred their usual ways of performing tasks. Their degree of resistance to 
change negatively influenced their engagement with the system and also 
their perception of benefits. It also influenced how they interacted or 
cooperated with ERP vendors, business goals and future enhancements to 
the system. 
It was observed that these users who had little or no intention to use the 
system were intentionally trying to create a negative talk among others users 
and also creating fear among staff by saying that the system is very complex 
and is of no use. During the initial implementation of the ERP, this negative 
publicity pushed few departments to completely stop using the ERP system 
and continue to use their old ways of performing tasks. 
 
Substantiating Evidence 
“The initial ERP implementation was a semi-success for who used it which is 
the FD1 department and it was a failure in other areas, only because they 
don’t use it. They did not use it for what it was and they did not learn from it” 
(T.EU T.OI) 
 
“Though the system used to crash a lot, The BU1 Business unit never said 
that it was a rubbish system because they bought into it. They were quite 
happy with what they had.” (T.EU  T.II, T.WI T.EU) 
 
“I actually trained a member of staff in FD5 department. He knew how to put 
things. Well, they all actually knew how to put things on. He just continued to 
do so and other did not. It was a goner. Basically it was probably of a year’s 
worth of data which was not accurate because some people did not put the 
learner on and the course on.” (T.EU  T.IQ.2) 
 
“The FD3 department were using the ERP system for basic operations in the 
department, i.e. using it to input information in and take that information out 
to match the job. As simple as that. However, there was lot of inconsistent 
and outdated data. There was no history of how many times they have 
spoken to the learner. When you clicked that learner, you would know who 
spoke to them last and what was said, what they have applied for and what 
have they been put forward for and if there is a mismatch. Sometimes they 
would input on the vacancy, where is he up to if the CV is sent, when is he 
interviewed. So there is lot of dirty data on there. So they did not look after 
well and do proper cleanse with the candidates and ask them if they are still 





“They are now using the ERP more, which is affecting the other parts of the 
business, because they were used to use the spreadsheet to log that the 
information has come from FD3 department. But now that they are using, 
the ERP is benefitting them better because it is all at one place and not in 
two places.” (T.EU  T.WI) 
 
“Now, for them using it, they might not be using the data knowingly. But let 
us say if a learner rings up says that I spoke to a staff member last week, 
you would now be able to go into that learner and say to that learner that 
you spoke to so and so staff about what you said. So they can do that now 
and they are using it but they might not know that they are using it. Same 
with other FD3 department staff, they are using the ERP more now to send 
mailshots out and target at more specific areas especially in teaching 
assistance for that, we have done childcare, we have done engineering. We 
have done a massive campaign just to do get our name out there. Now they 
are using it and using it in this way was not done before.” (T.EU  T.WI) 
 
“Some staff pre-implementation expectations were practical and some were 
not. Some people were like let us make the system like how we want it, 
which was a feasible and practical expectation. However, some staff were 
expecting the moon, basically they wanted the system to do job for them and 
were complaining that the system did not provide what they wanted.” 
(T.EU.1.1) 
 
“It was mainly BU1 Business unit using, as it was really working for them 
plus they had no other place to put information. It was all on the system 
either it was that or nothing, as it was linked to accounts, so there was no 
other place it was working and it was ok.” (T.EU.3.1 T.EU  T.II) 
 
“The FD1 manager uses to the system to manage staff. She always needs 
to make sure that the tutor is available, so if a tutor needs a holiday, she 
needs to look at if they are booked in a course and she needs to replace 
them or swap around.” (T.EU.3.1) 
 
“I would say BU1 Business unit were using it from what they were told and 
from what they knew. They were using it and are using to log sale 
information. They had no choice.” ((T.ET.2, T.PC.1.1, T.PC.4  T.EU) 
(T.EU.3.1  T.EU.3.1)) 
 
“Well we tried two approaches: pull and push.  Pull, which is try and get 
them on board, which did work and then we did the forced. Which is right in 
changing. I think following this approach made it to work a bit quicker.” 
(T.EU.3.1, T.EU.3.2  T.EU) 
 
“Effort were made before to say that we need to use ERP system more 
because I was drilling down in all the departments to say that this is what we 
need and this is what we need to do for the information that is in there. If 
there is information, we can use it and if there is no information, we cannot 
use it. So in that sense yes. But people used to come back with excuses 





“If you go back to the initial meetings and trends that that we had, they said 
they were not trained because that is always what they say “We have not 
been shown or it is not built for us, it was built for FD1 but we actually 
delivered training on you can do this and you can send a mailshot. This is 
now how would create partners. This is how you would create your sectors, 
otherwise you will not be able to do your mailshots. And in the meetings and 
the training we had, they used to say yeah and say it is a great idea but 
ultimately they don’t use it for that, so we have tried”.” (T.EU.4  T.EU) 
 
“They did start again to use it but it was quite a short term of use of it. They 
did start using it but slowly stopped putting learners on to the programmes. 
So I was ringing and asking how many learners have you got and they used 
to say 5. So I used to ask them, where have you got this information from 
and they used to reply by saying “From the board behind me”. So they 
started to use a whiteboard to put the information of who’s on what and 
things like that, instead of the system. So, it was duplicating data and so it 
was not accurate. We eventually managed them to remove the board and 
then started to use it again and slowly they went back to using the 
spreadsheet. They again started to use it again after being told to use the 
system and then went back to the board again. It is a bit of vicious circle 
trying to get them to carry on using it.” (T.EU.4  T.EU  T.IQ.2) 
 
“No technical knowledge was transferred by the consultant to me. I was also 
told not to go into the administration module on the ERP system. The only 
thing that I was shown to be honest and the document that was given to me 
was how to restart the server when it crashes.” (T.EU.4.1  T.II  
T.M.IS.2.23, T.M.IS.2.24T.ET) 
 
“With some people, they are quite happy with how they do things and they 
don’t like change and ask why are we moving to this and it is because they 
might not see the benefit, which is my job to show them the benefits and 
make them want to learn. That is another barrier when people say I don’t 
want it.” (T.EU.4.2) 
 
“The FD3 department has been using the ERP system from past five years. 
They input information into the system and export out of the system and use 
the buttons (i.e. functionality) of the system. They could use the old system 
though it was fiddly and they probably did not want to use it.” (T.EU.4.2) 
 
“Mainly you have staff who will do things that you have shown to them. But 
once they were shown a field, they were asking questions like how I can do 
this? We have made lots of changes to the system after it was launched and 
that is only because of their participation by asking questions. So I believe 
that a system will not work properly until it goes live. Because you only find 
out when they are using it. You did the same in operations and you did the 
changes because they needed it. (T.EU  T.II  T.PM.4  T.SD.1  
T.EU.1  T.EU) What we made now is very good. What we made now has 
made me to come up with an idea to change again them bring back the 




learner, like an interview, like you do with any recruitment agency where you 
have got a computer and it shows with a click of a button what vacancies 
you have can go far.” 
 
“There was politics from the previous FD6 manager. A staff member in FD3 
department was first trained on the ERP system and he became confident 
and wanted to keep knowledge for himself and so he was playing a mind 
game with his manager saying that she will never understand it as it is 
complex.” (T.EU.4.1  T.EU  T.II  T.OC.3.8 T.EU.3.1) 
 
“Some staff is flexible to the changing environment and some are not. It 
depends on them. It depends on if they are able to see if it is going to help 
them or not. They have got their own brain and they make their own decision 
by thinking if it will help them or not. If they need coaching on and how it will 
help or like we said with the ERP champion, they might need them to do it, 
which is sort of what happened in the recruitment department.” (T.EU.1.2  
T.PC.1.2) 
 
“The quality of the information on the initially implemented system was 
shocking. It is not accurate. Well it is, the sale orders are accurate and they 
have to be but their data is not of good quality and that is because people do 
not input properly. Sick and tired of trying to tell them. I brought that up in a 
management meeting but no one seems to follow it through and say that 
they need to update it. No one is bothered until they want some information 
out of it and I tell them that they cannot get that because it was not filled in. 
They then say that is not good but then I tell them that I warned them before. 
The managers and the staff are not efficient because of this.” (T.EU  T.IQ) 
(T.EU   T.OI  T.M.MS) 
 
“Some staff thought it was kind of take over their job because their 
administrative job would be taken over by the system, they would rather 
have it their own way. One particular lady used a book and she used to take 
it home at night and she would keep hold of the vacancies in a book and she 
did not want to put it on to a computer because she said she knew where 
the vacancies were in a book. And when I questioned what happens she left 
and I did not have that book (which had the information), she said that but it 
is my job and I have written this down. We had issues people buying into it.” 
(T.EU.4.1) 
 
“I think all though it failed, I would say it failed then in the FD3 department to 
do the matching. I think that they had to go through that this time for it to 
work. It would have just left them to not let go and get them involved 
because of the individuals within that team, I think they have to see the 
changes coming whether they like it or not.” (T.EU.3.1) 
 
“The FD3 department administrator thought that I would take the job of her 
and so she would rather like to write four list in four different books and put 
something on excel spreadsheet and it would get through her the day. And I 
mean literally through her day. It got people who were frightened that they 




(T.EU.4.1). You have got lot of people that I would say that if they broke it 
don’t fix it, what are you doing. I think the majority was I don’t want to know 
and I don’t understand it.” (T.EU.4.2) 
 
“I know that it is not going to do my job for me because you actually need 
somebody to operate the system. I was not scared of losing my job.” 
(T.EU.4.1) 
 
“The newer version is also better time wise. We have now got time to do 
other things like the general administration and everything else that gets put. 
It has made easier to look for information that we need. If a candidate has 
not applied for a vacancy, we bring them in for an IAG anyway, so we can 
pull the information easily and match quickly. So it is definitely saving lot of 
our time.” (T.EU  T.II) 
 
“The system we got now is a good system. But I believe that any system is 
only as good as what you put into it. We were shown what we can put in, we 
were shown how to put it in. So now it is on us to keep that system running 
like that. So the more we keep the system running like that, the easier it is 
going to get. And simpler the process is going to become and more we are 
going to get used to using it in that way then it will become like second 
nature.” (T.EU  T.WI.2, T.IQ) 
 
“One of the reasons why I got promotion to do whole all of the planning for 
the company was because I picked up the ERP system on the FD1 
department very well. I have worked with it.” (T.EU  T.II.1, T.II.2) 
 
“With my manager, she used to ask me about weekly reports, monthly 
reports. Till this date, she still asks me, Oh! How do we do that report, how 
do we do this, etc. I know that she has to use it every day. My manager asks 
me because it is just that I know where to look for and what to look for on the 
reporting side.” (T.EU.2.1  T.II  T.M.MS.4) 
 
“I have to be honest I have never observed such a thing in this company. 
For example, you can see how FD1 team is doing with sales. Similarly, you 
can see how I am doing with purchase orders, how many sub-contractors 
am I bringing in. what are the tutors doing. To be honest that has never been 
an issue to me, because I know what I am doing and I know why I am 
getting somebody. It has never been an issue to me as I am doing my job.” 
(T.EU.4.1) 
 
“If you are doing something, we think we might need that and it stems from 
there on. Like for example we thought we need to know the companies of 
the learner and when we got that we were thinking of point of contacts for 
the learners, as it might help us. And as time goes on, they are new things 
that the tutors are asking for or the management are asking for and making 
the system more effective.” (T.EU  T.II  T.M.IS.2.2  T.SD.1) 
 
“I and another colleague used to do the capacity planning on the old ERP 




my colleague, the capacity was full up and running. It was just that it was not 
very good. I think the system itself was ok. But, how it was used was not 
good.” (T.EU.2.2  T.EU.3) 
 
“It is true that I was part of doing the capacity planning along with my 
colleague on the old ERP system. However, I did not have much influence 
on what was planned. I did not have say in how it will be organised. I was 
just told to do something and I would do it. Obviously now, I have my input 
on the capacity planning. Whereas previously it was only brief before my 
colleague left.” (T.EU.2.2) 
 
“We said to the consultant what we wanted. And literally all we got is a 
couple of adaptations of what FD1 had created. But FD1 are nothing like 
what the FD2 are. Whatever their functionality is, it does not fit with us 
because you are dealing with learners, there qualifications, etc. It just did not 
work. They were fields in there that were put in but they necessarily did not 
do what we needed them to do. Yes, we could put qualifications in and you 
could filter through it but all manually. When you added vacancy, it did not 
seem to do anything. It was just there and then you had to attach people to 
it. It does not make sense.” (T.EU.1) 
 
“The system was claiming that people were busy, that they are working and 
delivering to a certain group. When you go out and look in the office, that 
person will be sat in the office looking at the IPad, reading the paper, sat 
with the feet up.” (T.EU  T.IQ.3) 
 
“I constantly questioned what benefits the system could give to me and 
obviously asked the IT coordinator for new reports or can it do this, can it do 
that. I inputted everything that needed to be inputted. Like every time I got a 
new vacancy, every time I got a new lead, I inputted everything like that. I 
think one of the areas I probably fell down, that I probably still fall down now 
is inputting the histories. Like, I even used to work out how much each 
framework was worth and put the value against everyone. That was my 
motivator. Because I would look at all my opportunities and think I have got 
£5000 on there if I can bring that all in. That was a motivator for me. So I 
used to fill in lot more than everybody else.” (T.EU  T.II  T.M.IS.2.2  
T.PM.4  T.SQ.2) 
 
“Holidays are a benefit and I know as a fact they will want to use the system 
because they cannot have a holiday otherwise. So that is our leverage. So 
obviously going forward it will be challenging initially but it will be beneficial 
for us.” (T.EU.3.1  T.EU) 
 
“Because the holiday cards that staff originally had were taken away so they 
really had no other option other than to use the new system.” (T.EU.3.1) 
 
“Well I don’t know what the FD3 team has put on every week. I have no idea 
how many companies they have put on during the week, I would not have a 
clue. I would if I search for the information but I don’t know how to do that. I 




system would not show that. I don’t doubt that it could show you but we don’t 
know how to find that information. I am sure that there is something 
somewhere that can tell me what is new this week or this month. But I don’t 
know where I can get that from.” (T.EU.2.1) 
 
“I like looking at more statistics and things like that because I wanted to draw 
more for me and it does not. So I mentioned it to the IT coordinator and he 
says that when we get the newer version, we will be able to do it. That 
reporting is quite long winded to put it up and you draw it to export to excel 
and you put it into excel.” (T.EU  T.WI.2.3, T.WI.2.4  T.M.IS.2.2  
T.PM.4) 
 
“We have new staff and that is always the issue. With the IT coordinator, 
they have an hour or something like that and he shows them but it is not in-
depth training of how to use the CRM system. It is just about how you log 
on, where your dashboard is and that is probably basic stuff. But we need to 
show them. The team leader sometimes helps them but it can only be for a 
day or two and they are expected to know it.” (T.EU.2.1) 
 
“Once you see a benefit how it helps them or you as an individual, you will 
use it more. So you will try to find out that we have low numbers on a 
particular course, let us see that what companies have used us before. So 
they start questioning it and once they use and see a result from phoning 
those companies then they will use it effectively and make them feel that it 
has worked. So it is up to us to help them find out but you have to give them 
the information.” (T.EU  T.II  T.M.IS.2.1, T.M.IS.2.2  T.CM.2.4  
T.EU) 
 
“What we do is when the account manager, the account manager rings the 
company and updates the record. So we do cleanse the data. So the system 
has been cleansed as an ongoing process but not everything. I would say 
that 30% of the system has been cleansed.” (T.EU  T.IQ.3) 
 
“ERP has certainly moved us in regards to business. We are more efficient 
and think that we have got a good system in place and it drives. It supports 
for sales monitoring. If I think of what we were 10 years ago, then I can say 
we have moved mountains and we really have. I think everybody has got 
that understanding now that it can help. It is like anything, you can always 
make improvement but they need to know about and the reasons why they 
will embrace it.” (T.EU  T.II  T.WI  T.M.IS.2.2  T.OC.3.9, 
T.OC.3.10). 
 
“I find it quite simple really. I actually do like it. As far as problems they are 
like duplicate companies (i.e. when there is more than one record of the 
same company). Sometimes, like I will give an example of this morning, I 
have been looking for a company BDP design and I have put BDP in and 
nothing has come up, put B D P in and even then nothing has come up. So 
then I created the lead and then when I have gone to book the course, it has 
come up with two, so I have created one but I have actually searched for it in 




Personally I was searching for the company but don’t know why it was an 
issue this morning but that is human error. People duplicate.” (T.EU.2.1 
T.IQ.3) 
 
“I am very confident now. Still learning because it is a huge system and so 
much to learn. To be able to use it for myself, I would say it took me 2-3 
weeks to get confident but now I am still asking questions because there are 
parts of the system that still I have not used.” (T.EU.2.1  T.II) 
 
“There are companies on the system that are on several times. But that is 
again to the user. I think the operator has to take some responsibility to 
check before they put in any information on the system and check if they are 
inputting on the right company.” (T.EU  T.IQ.1, T.IQ.2, T.IQ.3) 
 
“Well the system that we use now, I find it a lot long winded. Obviously I am 
new to this company but when you do things you think surely they must be a 
simpler way of doing things. That is the main thing. But there is probably a 
lot that you can do with it that I am not aware of.” (T.EU.2.1) 
 
“Things like putting a case on, like the fact that you have to first open a case. 
There should be something where you could log the date and whom you 
spoke to rather inputting whether it was an outbound call or inbound call, 
etc. I just feel that it is all unnecessary.” (T.EU.2.2) 
 
“There is a lot to be done between creating an opportunity to confirming a 
sale order. I feel it is all longwinded. Because I don’t know the background of 
it I don’t know if I am saying something that I should not be.” (T.EU.2.1, 
T.EU.2.2) 
 
“The system facilitates to have many tabs opened. So say I am in middle of 
something and I take a call and go in to the system using other tab to look 
for some information to help that customer and then I finish with that but I 
forget about which tab I was initially in. I think that the system should allow 
opening only one tab.” (T.EU.2.1) 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 






Chang et al., 2011 
ERP system usage 
(T.EU) 
ERP system benefit 
(T.II, T.WI, T.OI) 
Nwankpa, 2015; 




Users using system 
effectively (T.EU) 
Users realising benefits 
(T.II) 
Fang An-ru et al., 
2009 
ERP usage (T.EU) 
(Better decision support 
(T.OI.3.2, T.WI.2, T.II.2), 










Chou et al., 2014b; 
Chang et al., 2011 
Failing to use the system 
to generate accurate 
sales forecasts (T.EU) 




Peng et al., 2010b 
Efficient and effective 
use of ERP system 
(T.EU) 
Business benefits from 
ERP systems (T.OI) 
Staehr et al., 2012 
Reducing number of 
blank fields in the ERP 
database (T.EU  T.IQ) 
ERP success (T.SEO) Hawari et al., 2010 
Failing to maintain up-to-
date and comprehensive 
customer information 
files (T.EU) 
System failing to 
support staff to provide 
special sales offers and 
promotion to existing 
customers (T.IQ.1) 





Gallagher et al., 2010 
Negative user perception 
or unmet expectations 
(T.EU.1) 




Abdinnour et al., 2015 
Disappointment of users 
(T.EU.1) 
(Negatively affects) 
acceptance of ERP 
system (T.OI.2.4) 




ERP use (T.EU) 
User satisfaction 
(T.EU.1) 
Extended use (T.EU) 
Individual benefits (T.II) Hsu et al., 2015 
Users expressing 
dissatisfaction with the 
system (T.EU.1) 
Acceptance of ERP 
system (T.OI.2.4) 




















Sternad et al., 2011 
ERP usefulness 
(T.EU.1.2) 
Perception of ease of use 
(T.EU.1.2) 
Attitude towards ERP 
system (T.EU.4) 
Sternad et al., 2011 
Perceived usefulness 







Abugabah et al., 2009 
Being over-optimistic 
towards ERP adoption 
and usage (T.EU.1.2) 
(Negatively affects) ERP 
usage (T.EU) 
Peng et al., 2010a 
User perception about 
ERP capability (during 
implementation and post-
implementation) 
Disappointment of users 
(T.EU.1) 

























Bradford et al., 2003 
Unawareness of system 
potential (T.EU.2) 
Low perceived success 
of ERP implementation 
(T.SEI) 
Hakkinen et al., 
2008a 
Lack of user ERP skills 
(T.EU.2) 
Unawareness of system 
potential (T.EU.2) 
Data reliability problems 
due to user mistakes 
(T.IQ.3) 
Hakkinen et al., 
2008a 
Users understanding the 
ERP system (T.EU.2) 
Enhance and make 
more effective ways in 
which they can utilise 
the software (T.PC.1.1) 
Chang et al., 2011 
Software understanding 
(T.EU.2.1) (i.e. the extent 
to which users are able 
to use and navigate 
through basic features 




(i.e. the extent to which 
Installed ERP system 
functionality (T.SQ.2) 




users understand how to 
perform their own work 
activities in the ERP 
environment and how 
their work activities fit 





ERP usage (T.EU) Chou et al., 2014b; 




Users understanding the 
ERP system (T.EU.2) 
Chang et al., 2011 
System know how of 
end-users (T.EU.2.1) 
ERP system usage 
(T.EU) 
Nwankpa, 2015 




Better ERP performance 
(T.SEO) 
Fang An-ru et al., 
2009 
Pressure on users to use 
ERP, who possess 
limited understanding of 
why or how to effectively 
to do (T.EU.3.2) 







Jones et al., 2008 
Use dimensions 
(Intention to use 
(T.EU.4), User 
satisfaction (T.EU.1)) 
Benefits of ERP system 
(Benefit of use (T.II), 
Increase in business 
value (T.OI) 




User attitudes towards 
the system (T.EU.4) 





Hakkinen et al., 
2008b 
Fear of loss of power and 
loss of job (T.EU.4.1) 
Low-skilled and ill-trained 
users (T.EU.2) 
Low user involvement 
(T.PM.4.2¸T.OC.3.7) 
Peng et al., 2010b 
Degree of resistance to 
change from users 
across the organisation 
(T.EU.4.2) 
Degree of BPR 
execution (T.PM.3.2) 
Interaction/cooperation 
with the ERP vendor 
(T.VE) 
Number of changes in 




from users (T.OC.3.7) 
Yu, 2005 
Staff of a department 




Staff unwilling or 




Managers unable to 
retrieve relevant and 
needed information from 
Post-implementation 
success (T.SEP) 




the system (T.IQ, 
T.EU.2.1, T.EU.2.2) 
Unable to utilise the 
system to predict 
demands of new 
products (T.EU.2.1, 
T.EU.2.2) 
Failing to use the system 
to generate appropriate 
financial budgets 
(T.EU.2.1, T.EU.2.2) 
Fear of personal 
disadvantage from 
change (T.EU.4.1) 
Resistance to change 
(T.EU.4.2) 
Rothenberger et al., 
2009 
User resistance to use 
(T.EU.4.2) 
High cost for add-on 
and further system 
development (T.PM.1) 
Abdinnour et al., 2015 




Rothenberger et al., 
2009 
Table 4. 24:  Substantiating quotes on ‘user buy-in and usage’ and 
triangulating with existing literature (Source: Author & Literature) 
 
4.5. ERP Usage Enhancing Dimensions 
Many organisations have implemented ERP systems in the recent years, 
enabling them to integrate and communicate across functional units. 
However, some organisations (including the case study organisation during 
the initial post-implementation phase) are unable to reach the expected 
business goals and vision due to underutilisation of their implemented ERP 
system. The way an ERP system gets adopted in an organisation affects the 
usage of ERP system (Fang An-ru et al., 2009). Through this research, the 
researcher identified the following dimensions that directly affect the users’ 




 Information Quality 
 System Quality 
 Organisational Quality 
 Personal Characteristics and Information Literacy 
Contrary to many researchers’ beliefs, the researcher identified that the 
Service Quality does not impact the ‘User Buy-in and Usage’ directly. 
However, it does directly impact the Information Quality, System Quality, 
and Organisational Quality, which in turn have an effect on the ‘User Buy-in 
and Usage’ (T.SQ  T.IQ, T.SQ, T.OQ  T.EU). 
Service Quality
System Quality











Figure 4. 7: Quality Dimensions and their impacts (Source: Author) 
 
4.5.1. System Quality 
System Quality is the quality of the hardware and software systems provided 
for the end users to use. Ifinedo et al., 2010 defines ‘System Quality’ as 
performance characteristics such as: ease of use, efficiency, and reliability. 




use, functionality, reliability, flexibility, integration of ERP system modules. 
The researcher treats that flexibility and integration of ERP system modules 
will fall under sub categories of the ‘System Quality’, which will be discussed 
in the following sections. For any system for it to be highly utilised, it has to 
be effective and efficient i.e. reducing the amount of time wasted by staff to 
use the system in inputting and retrieving data and get their job done 
thereby improving their productivity. The study has indicated that a system 
can be efficient and of good quality when it has three measures: 
 Ease of use (T.SQ.1) 
 System functionality (T.SQ.2) 
 System reliability (T.SQ.3) 
Ease of use: The ease with which the users can navigate through the 
installed functionalities, enabling the users to get their job done easily 
without much inconvenience. 
During the first phase of implementation, many of the staff members at the 
case study organisation expressed that the system was not simple and easy 
to use as they had to click through several menus and buttons to view the 
information that they were searching for. Due to this, some even preferred 
using their old systems (like spreadsheets) and manual ways of working. 
Whereas, when the system was upgraded which had a simpler design and 
was easy to navigate, the same users expressed that the new system is 
easy to use as it saved their time and task efficiency. This encouraged them 
to use the system. 
System Functionality: The functionalities that the installed ERP system 
provides for the end users to use. 
For FD2 department, for various reasons, the system initially provided to 
them had substantial misalignment between its functionalities and users’ 
actual needs and so could not deliver benefits to them. This resulted in 
wastage of resources and with no benefits. The department went back to 
their old practices of working, where they were using excel sheets and card 




were best in utilising ERP system among the departments across the case 
study organisation), the system lacked certain key features, which was 
affecting task efficiency and making staff frustrated. After few years of usage 
by ITL, the ERP system was upgraded. It was also ensuring such mistakes 
did not occur again on the upgraded version and the system’s functionalities 
were aligned with the users’ current needs. This encouraged staff to buy-in 
more and use the system. 
System Reliability: The ability of the system (i.e. hardware and software) to 
function under stated conditions. 
When the system was first launched, the hardware allocated could not 
support the software at all times, leading the system to crash often. 
Similarly, overtime, as data and usage increased, the time taken to by the 
system to display records was getting slow. This created lot of frustration 
among users as the system could not cope with the speed at which users 
generally preferred to perform their tasks on the system. The staff felt that 
the system was unreliable and could not be trusted. Some users even made 
entries on the system and also on in writing, as a backup. This habit made 
users not to rely on the system and spread negative publicity. 
It was inferred from the study that an ERP system with good ‘System 
Quality’ creates an intention for end users to use, creates satisfaction 
through usage and also further encourages them to extend their usage 
(T.SQ  T.EU). Therefore, the author agrees with Ram et al., 2013 that 
system quality (T.PS, T.ES, and T.SD) affects Organisational performance 
as a whole. 
Using the analysis of the data collected from the case study organisation, 
the researcher classified ‘System Quality’ into three categories, which will be 
further explained in the following sections: 
 ERP package selection process 
 Installed ERP system 











Figure 4. 8: System Quality and its categories (Source: Author) 
 
Substantiating Evidence 
“In some ways the staff knows what a success is for organisations who 
implemented ERP systems and in some ways they don’t because with the 
ERP project, they know and I know that it can be customised. So I would say 
it will never be a success or a failure, because it is always ongoing making 
changes. Implementation can be a success because we have implemented 
and it is being used. Five years down the line, if they are not using it then it 
is a failure. I think they understand that.” (T.SQ  T.EU  T.II, T.WI, T.OI 
 T.M.MS  T.M.IS  T.OC, T.CM, T.ET  T.EU) 
 
“The server used to go down and come back on. But it does not help us 
when we are trying to do our job and you cannot get on to the system to do 
it.” (T.SQ.3) 
 
“We always had the book. It made it easier as people used to apply and we 
had all the information. I look at the book now as what you have done to the 
new system. Now on the new system, you have got everything in one place. 
We did not have that before and that is why we had the book and also 
because the system was going down. If we needed to send CVs or anything 
like that, we could not know who wanted to go for this vacancy because we 
could not see it but if we had the book we could tell who wanted to go, check 
their CVs and if they are eligible send them.” (T.SQ.1, T.SQ.2) 
 
“We had the physical book before the CRM was launched and it just carried 
on because if the system went down we had no way to find out any 
information unless we went through all our emails and find information 
relating to it.” (T.SQ.3  T.EU) 
 
“The thought of it making my job easier (this I observed towards the end I 
should say). In the beginning it was a glitch and everything else but you had 
all the information there at one place and that is what you need. You don’t 
be going through and look at five or six different things to try and find 
something that should be where it should be and where you wanted it to be.” 





“I would say the older version’s module features when compared with the 
newer version’s module features, “rubbish” because the new one has got all 
the information and nearly everything that we have asked for and it could do 
a lot more than the old system could. It is a lot easier to navigate, it is a lot 
simpler. The system actually does things for us, whereas the old system 
could not. When the candidates apply online we don’t have to input them 
again on the ERP system as the website and the ERP system are 
integrated. Before, if we had 20 candidates applying in a day, then that 
would take all morning to input and process them. Now that information is 
going straight into the ERP system, I know I have to still process few things 
but that only takes five minutes. Everything is where it needed to be and 
everything is all in one place. And it will get lot simpler when we get more 
used to it. There was confusion with the terms first and we have got through 
that part now.” (T.SQ  T.EU  T.II) 
 
“Because the website is now integrated to the ERP system, we have made 
the application process for the candidates simpler, we are now getting more 
applications than we normally do. Before, whenever we had a new vacancy 
we had to request the marketing department to put it on the website for us. 
But now the system talking to the website, at a click of a button the vacancy 
gets published on the website. Similarly, at a click of a button we can 
remove from the website.” (T.SQ  T.EU  T.WI.2) 
 
“This system is making the response time quicker. The candidates apply, we 
process them now quickly by sending a thanking email for applying and ring 
them and invite them for an IAG session straight away.” (T.SQ  T.EU  
T.WI.2.2) 
 
“When the ERP was first implemented, it was a next step forward to what we 
had because it was the first ever online capacity planner that the company 
had. The previous one had course, tutors and room on it and that’s it. The 
next step is, we had sales on. So there was a lot less paperwork involved. 
We used to have cabinets with letters of confirmation and there was lot of 
stuff that was printed off.” (T.SQ  T.EU  T.II) 
 
“We used to check the paperwork and usually there was always stuff in the 
files that should not have been there. Say in for example, someone booked 
on and then cancelled, you had to take that piece of paper out, like joining 
instructions, that did not happen with the FD1 team. So with the CRM it got 
away from that, having all that paperwork that you have to look after. It was 
all on the CRM.” (T.SQ  T.EU  T.II) 
 
“On the FD1 side, if you select that company, you get pricelist, select it, you 
then put what course they are doing. If you then have to make a change or 
you made an error with that company, you could not remove that company 
and put a new company. You have to remove sales order out, go back to the 
beginning and change it. Unless you did that error or you were told not to do 
in that way, you would not know that. In that, that was the easiest way of 
doing it. There were also times when I was doing a course, where you had 




those, I had to go back and change it all again. Whereas it would be easier, 
if we can change just that bit. There were always certain ways to doing 
something. I think that is why people to do this day are scared because if I 
take that out, will do anything in the background that I don’t know. It is not as 
user friendly for other people.” (T.SQ.1  T.EU  T.PC.2) 
 
“When we tried to put the excel spreadsheet on to the ERP, it was difficult to 
incorporate it with what was on there, because, as it was different build to 
what I was using in FD1 department. It was like learning a new system. That 
was the main issue as it was like having two different systems in the 
company. It was easy to use the excel spreadsheet until we had the new 
ERP system custom built for us.” (T.SQ.1, T.SQ.2  T.EU) 
 
“For me it was not user friendly. We spoke to the tutors about it few times 
and they did not find it easy to use. For example, the registers could be done 
on the ERP, within the classes. But when we were looking at it, the registers 
were not filled in correctly and the information was not right. So we felt at 
that moment of time, it was not right that we reintroduce something that I 
and the manager felt that it was working.” (T.SQ.1  T.EU) 
 
“Well the old ERP system is not what we wanted so we went with the Excel 
Spreadsheet. Now that we have got the new ERP, it has got what we want 
to run the department effectively. It has got the features that we have asked 
for. It has taken out what we did not want on the old system and it has made 
things very streamlined. At this minute, it is only me and my colleague who 
are using it. We are looking to push it out to all the tutors. We feel that, it is 
lot more simplified and so they should be having any issues. It has also got 
information we feel that the tutors will need on a day to day basis that will 
them. Because, at the end of the day, it is to help everybody.” (T.SQ  
T.EU  T.WI  T.M.IS.2.2  T.PM.4  T.SQ  T.EU) 
 
“The new system is definitely easier to use, even simple things like, let’s say 
a pathway. You can now add other learners from pathways to do the 
capacity planning. But it is stuff like that, which makes it simpler. Like going 
into contacts, that will again have point of contacts for each individual 
learner. So even though we might have a bank of 5-6 contacts for a 
company. You can select a particular person over that learner. So we know 
straight away, whom to contact to relate to any particular learner that was 
not on the old system. To be honest we never had that information properly 
before. Before we had to remember and share that information verbally with 
other staff when asked. Now we all know whom to contact. Obviously it has 
to be kept up to date at all times. So for now example, if an LDO goes out to 
a company and finds out that a particular contact has left the company and 
is now somebody else. Obviously the LDO needs to let everybody know by 
updating the information. That is part and parcel of working with systems like 
that.” (T.SQ  T.EU  T.IQ) 
 
“I preferred spreadsheet. I think it was clearer. You get used to how 






“The first one was manageable like I could work it. But it is nowhere simple 
and easy to use like the new one. For example, you could not do attendance 
reports on the old one and just basic things like that. If you wanted to find 
out what a particular tutor had, it is very easy now as you can simply type 
the name of the tutor and it shows up. Whereas on the old one, it was not 
possible. It is that simpler design makes it impressive and also what it can 
do.” (T.SQ.1) 
 
“For me the system was more time consuming than what we used to do but I 
agree we did not have everything documented because there was no 
function on the system we first had. So it might be like a learning curve for 
us. It was new and adds more but I suppose we could run reports and we 
could understand a lot like who could find easily who we got, we could do 
mail mergers that we could never do previously.” (T.SQ) 
 
“I could see how quick the process is with the matching staff. Because I 
send a vacancy to them and by afternoon they tell me that they have got 10 
learners and they are in the process of bringing them. Now the system is as 
good as it is. It is now about dealing with humans.” (T.SQ  T.EU  T.WI.1, 
T.WI.2) 
 
“When I and another manager were looking at the FD3 department, it was 
transparent to get a report of every vacancy that was active on the system 
and basically go and challenge where the vacancies were up to. So from 
that side of it we could get a true picture of where we were up to in the 
process.” (T.SQ.2  T.EU) 
 
“I think it let us down because it was a bit laborious trying to find out who we 
actively had, who fitted the vacancy and who wanted a job still. I think it all 
goes back to the cleansing and making sure that the data we have is 
accurate.” (T.SQ.1  T.EU) 
 
"At this moment of time you can search each company individually to see 
what they can spend and obviously over time as you get more experience 
you will know what your regular companies are. But, when I am trying to get 
my 100 key accounts but it would have been lot easier to find out top 100 
spenders and tells you what they spent.” (T.SQ.2  T. EU  T.II) 
 
“There was also a problem with creating attendee names as it is mandatory 
to input names of attendees when we do a sale order. So if there are 80 
attendees, where I most probably won’t know their name at that point. I still 
have to input 80 names in order to do a sale order, which is very annoying.” 
(T.SQ.2  T. EU  T.II) 
 
“In active courses: I have had couple of times where it has been my mistake. 
But if somebody searches for a course, if you don’t click on active then it will 
bring up courses that have been scheduled in but we had cancel because of 
the tutor and moved it across. That course will still show up even if that is 




already pre-set to show only active courses. For example, if the 
administrator cancels a course for whatever reasons, the course will stay on 
the system. If you don’t click active the course will still be there. It will be 
better if the course administrator just removed it and went. I have had it 
twice where I have made the human mistake. If someone asks me if I can 
book that course and it allows me to book that course that is not active 
anymore or even if something is where if you went to book an inactive 
course it will not let you complete it saying that this course is no longer 
active. So that mistake then could not happen.” (T.SQ.2  T. EU  T.II, 
T.IQ) 
 
“At the moment we can only put one booking on at a time from a company. 
So if they do three bookings we have to do three separate opportunities.” 
(T.SQ.2  T.EU  T.II) 
 
“I like to see which I can’t if customers are members and to find out that I 
have click on another button. So if I go on to my opportunities and create 
one and select a company, I cannot see if this company is a member or not, 
because it affects the price. I have to actually then go into a partner and then 
click on a tab to find out if they are a member or not, which is very time 
consuming.” (T.SQ.1) 
 
“We have an issue putting attendees on a booking. We always don’t have 
the name of attendees at the time of booking and then if we do get names 
couple of days later, we then have to cancel the order, reset to draft, and 
then put the names on again and have to allocate that name to the 
company. I find it very time consuming. I am sure there must be a quicker 
way of doing it.” (T.SQ.1, T.SQ.2  T.EU  T.II) 
  
“On the partners at the minute, you cannot just go in and search by 
postcode. You have to go through addresses and do it in that way. But then 
pulls through everything whether it is alive or dead companies but otherwise 
hopefully on the new system when go into the companies that it will address 
that and then could just go in and see exactly what areas you have. Under 
that area see what you have got and filter it through a lot quicker. It is just 
that one for me and I cannot see anything else that is an issue for me.” 
(T.SQ.2) 
 
“Not being able to put multiple sales order lines against a sales order can be 
long winded but if that can’t be done then it can’t be done. If on the new one 
it can be done, then it will be a lot quicker and will save a lot of time.” 
(T.SQ.2) 
 
“If you are dealing with 80 people on site and did not know who is coming on 
what date, so to get the order on the system you have to put something in, 
so I had to do input some random name 80 times. That can be a nightmare.” 
(T.SQ.2) 
 
“Now it is a lot involved with the CRM. It is lot of logging information and 




previous company you could do everything in one page.” (T.SQ.2) 
 
“Say if a customer rings and says they want several courses to be booked 
on different dates, you have to separate orders just for that one customer 
rather than all in one booking. That would save a bit of time as well.” 
(T.SQ.2) 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 
System quality (T.SQ)   Use dimensions 
(Intention to use 
(T.EU.4), User 
satisfaction (T.EU.1)) 
Chien et al., 2007 
System quality (T.SQ) ERP use (T.EU) 
User satisfaction 
(T.EU.1) 
Extended use (T.EU) 





System locality (T.SQ.3) 
Perceived usefulness 
and ease of use 
(T.EU.1.2) 
Abugabah et al., 2009 
System quality (T.SQ)  Individual impact (T.II) Ifinedo et al., 2010 
System quality (T.SQ) ERP systems success 
(T.OI,T.WI,T.II) 
Ifinedo, 2008 
System quality (T.SQ) ERP project outcomes  
(T.OI) 
Agaoglu et al., 2015 
Providing efficient ERP 
systems (T.SQ) 
Better work environment 
(T.OI.3) 
Sternad et al., 2011 
System Functionality 
(T.SQ.2) 
ERP system quality 
(T.SQ) 
Perception of ease of 
use (T.EU.1.2) 
Sternad et al., 2011 
Installed ERP system 
functionality (T.SQ.2) 
System usage (T.EU) Jones et al., 2008 







functionality and user 
needs (T.SQ.2) 
ERP system being 
unable to deliver 
benefits to users (T.II) 
Peng et al., 2010a 
Table 4. 25:  Substantiating quotes on ‘system quality’ and triangulating with 
existing literature (Source: Author & Literature) 
 
4.5.1.1. ERP Package Selection Process 
Choice of ERP software influences the future of the ERP system in the 
organisations. So it is very important that the right product is chosen and 
right number of modules have been agreed to install to make the initial 
project to be successful within allocated time frame and budget. So the ERP 
selection process can be classified into two factors: 
 Number of initial modules (T.PS.1) 
 Careful selection of ERP software (T.PS.2) 
These factors contribute towards system quality, which then affect the ERP 
usage and then towards implementation and post-implementation success. 
For ITL until ERP system was first launched, it had no exposure and had 
little or no ERP skills. This lack of experience, led to a lack of strategy and 
ultimately ending up with many modules installed on the system, which was 
unmanageable for such an SME. This further affected the ‘System Quality’. 
As ITL is an SME within a niche business area, a standard ERP package 
would not have been ideal. It was thoroughly researched and analysed that 
only implementation of open-source ERP system would benefit the company 
as it could be customised to the unique needs of the business, thereby 
ensuring that there is no misalignment between the staff needs and the 
system. Similarly, during the selection of the ERP software, it was very 
important to check if: 




 Organisation has the capability to customise the software where and 
when required. 
 Organisation has the skills or support to provide training and has the 
capability to deliver project outcome.  
 
Substantiating Evidence 
“We initially launched the HR modules and that made everyone know about 
it. This was further extended by developing modules for a department and 
slowly extending to the other departments. This enabled to focus on 
providing sufficient training and implementing change management, which 
further enabled to make the relevant users use the system efficiently.” 
(T.PS.1) 
 
“For what we do, choosing an open source ERP was the right choice 
because it gave our staff the flexibility to say this is what you can have which 
then gave us a better software I would think because this is the only 
software that does what we want to do. Don’t know software which 
accommodates our business and its processes.” (T.PS.2) 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 




Ha et al., 2013 
Careful selection of ERP 
software and software 
analysis (T.PS.2) 
ERP project outcomes  
(T.OI.1) 
Agaoglu et al., 2015 
Legacy systems not 
being compatible with the 




Peng et al., 2010b 





Law et al., 2010 












Table 4. 26:  ‘ERP package selection process’ triangulating with existing 
literature (Source: Author & Literature) 
 
4.5.1.2. Software Development (i.e. programming and testing) 
Vanilla software on their own will most likely be unable to provide expected 
project outcomes, especially for SMEs who have unique and niche business 
models. So it is very important that the standard packages are customised 
and where required even further modules developed to meet the expected 
project outcome. This factor can be categorised into three sub-factors as 
follows: 
 System customisation (T.SD.1) 
 System testing (T.SD.2) 
 Troubleshooting (T.SD.3) 
During the initial implementation, efforts by the project team were mainly 
focussed on customising standard packages and custom-building modules 
to the exact needs of business. The software outcome to an extent met their 
then needs. However, ITL, being an SME, was very informal in their working 
style and did not use any industry standards. After few years of 
implementation, it was identified that lack of industry standards was 
negatively affecting their vision and competitiveness. Only then it was 
realised that to upgrade the system, it would cost them a lot. So, during the 
initial implementation, going with minimal customisation and making sure 
that there is no duplicate implementation of existing system functionality 
would have helped them in having less chance of losing control and existing 
competitiveness. Minimal customisation means less maintenance cost. 
However, it is necessary the system provides the required functionality. 
Ensuring this and customising the system to suit business needs, enables 




coordination and the organisation’s task efficiency. The customised and/or 
custom-built modules need to be thoroughly tested and troubleshoot to 
make the system less error prone and to ensure right permissions are given 
to the right staff, thereby maintaining information quality and confidentiality. 
For instance, there were scenarios where lack of thorough testing resulted in 
giving certain permissions to users who were not supposed to have them. 
This led to unknowingly deleting data from the system or sometimes using 
the information for personal benefits. 
 
Substantiating Evidence 
“We tested the software in two different ways. The second way was the best 
way. We initially tested it how we thought it should be used. But when we 
gave it to the user they might use in a different way and the changes were 
made accordingly and that is how the quality of the system in terms of 
functionality suited the needs of the staff.” (T.SD.2) 
 
“I was part of development of the system and I sort of know what the system 
does. So, if a staff member comes up with a problem saying something is 
not working, I then go to the roots of the problem and fix it, where it is mainly 
users not using the system how it is supposed to be.” (T.SD.3) 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 
Customisation suiting 





Chou et al., 2008 
Going with minimal 
customisation (T.SD.1) 
Less chance of losing 
control and existing 
competitiveness 
(T.OI.2.1) 





















Staehr et al., 2012 
Duplicate implementation 




Rothenberger et al., 
2009 
System testing (T.SD.2) Sound system 
configuration (T.SD.3) 
Zhu et al., 2010; Al-
Mashari et al., 2003 
Sound system 
configuration (T.SD.3) 
Implementation quality Zhu et al., 2010 
Testing (T.SD.2) 
Troubleshooting (T.SD.3) 
ERP project outcomes  
(T.OI) 
Agaoglu et al., 2015 
Table 4. 27:  ‘software development’ triangulating with existing literature 
(Source: Author & Literature) 
 
4.5.1.3. Installed ERP system 
The installed ERP can be measured in terms of: 
 How flexible the ERP system is to make changes when and where 
required? i.e. Flexibility of the system (T.ES.1) 
 How the modules integrated and talk to each other? How they talk to 
the legacy systems in place? i.e. System integration (T.ES.2) 
 How friendly is the system for the end user to use? i.e. User 
friendliness (T.ES.3) 
 What sort of infrastructure is in place to enable the users to use 
effectively and efficiently? i.e. Technological infrastructure (T.ES.4) 
With time, the needs of ITL changed. With ERP being open-source, the 
system was easily customisable and been flexible to adopt the changes. If 
not the organisation would have struggled to meet the changing needs. The 




incompatible and also lead to high costs for future add-ons and system 
development. 
Before implementation of ERP systems at ITL, the organisational 
departments had their own software which did not link with the software from 
other departments. This resulted in poor communication and impacted the 
efficiency of the company as a whole. Over time, as the implemented ERP 
system matured, it cut down the data duplication through integration. This 
allowed the end users to work efficiently, thereby providing greater benefits 
for the organisation through use of the system, giving an edge over 
competitors. With the users’ efficient use of the system, the system provided 
transparency and improved communication between the departments. 
Similarly, it was also observed at the case study organisation that as the 
usage increased, the system needed more processing power and storage to 
store and retrieve data efficiently. That is when increasing the capabilities of 
hardware became very crucial. Failing to do so would have created a 
negative impact on users like it did during the initial stages when the system 
was often crashing. 
The ERP systems which are flexible, integrated, user friendly and with a 
good technological infrastructure act as perfect tools for upper and middle 
level managers to use and make better business decisions. 
 
Substantiating Evidence 
“I am not a programmer but over 2 years’ time, I picked up the ERP system. 
I can currently go in and make any reports for the company. Similarly, I can 
create views, providing that flexibility to customise or enhance the system 
according to the changing needs of the business and also making it user 
friendly to use on a daily basis. I was told that this flexibility and user 
friendliness of the system was considered during the ERP selection 
process.” (T.ES.1, T.ES.2) 
 
“When the system crashed they couldn't do their work, especially the FD1 
department because they were literally on it all day, every day. Staff used to 
complain that it was a rubbish system. Some used to say that it was a crap 
system. Since it was rectified, no one said from a year and more people 





“I think one of the reason for it is, it was never reviewed how it is being used 
or how it can be enhanced. It might make a change this time and maybe will 
be reviewed because it is one system now. On the old system, they were all 
single systems, so they did not need to be reviewed as how it is going to 
help because they were only single, it just happened to be on the same 
cloud and using the same software individually. This one is going to be 
different and it has to be reviewed and maybe they will enhance if they know 
that it can be enhanced. But, the system does not need to be enhanced 
unless a major changes comes up in years coming, like you do with the new 
software. If you go to a shop, you look at your requirements and buy 
something that matches. But if you use an open source you would 
customise the system. Because with all the departments will be talking to 
each other and are integrated and if you change something somewhere and 
if it affects someone else then I am sure it will be reviewed. If not, then it will 
die and then the company. Because now if the ERP stops the business 
stops. Whereas before the whole business was not on it before.” (T.ES.2  
T.EU  T.OI  T.OC.1) 
 
“We said that we need training. But there is no point in training until 
everything is in place like either the IPad, Laptop station or whatever it is in 
each. Because what is the point in showing them when we don’t provide the 
necessary hardware because I guarantee that it is the first thing that they will 
say. If we don’t provide tablets to them, then they will have to leave the 
learners and go into their offices to mark the attendance. The whole point is 
that the administrators should be able to know quickly so that they can 
contact the employer ASAP, because the learners are paid to be here.” 
(T.ES.4  T.EU  T.WI). 
 
“Sometimes when you get into the system it keeps loading. But other times it 
is very quick. But then I don’t know if it is the amount of users, I have no idea 
but it does go slow and sometimes you click on something and it crashes 
and throws you out. They get a bit frustrated with it. Bear in mind that the 
quicker then get through that booking, the quicker they can move on to the 
next one. So sometimes it is a bit slow and waiting, so they do get 
frustrated.” (T.ES.4  T.EU) 
 
“I do tend to get a bit frustrated when the system is a bit slow sometimes or 
when the connections have to be reset.” (T.ES.4) 
 
“It frustrates me when the system is running slow.” (T.ES.4) 
Relationships between Identified Themes Triangulating with 





High cost for add-on and 
further system 




development  (T.PM.1) 
Level of ES-enabled 
integration (T.ES.2) 
Greater organisational 
benefits from ES use 
(T.EU T.OI) 











Ram et al., 2013 
Different modules of the 





Peng et al., 2010b 
Network application and 









User satisfaction (T.EU.1) 
Organisational 
performance (T.OI.3) 
Bradford et al., 2003 
Technological 
infrastructure (T.ES.4) 
ERP project outcomes  
(T.OI) 
Agaoglu et al., 2015 
Matching the technology 
with the infrastructural 
requirements (T.ES.4) 
ERP success (T.SEO) Hawari et al., 2010 




Peng et al., 2010b 
ERP systems (T.ES) Decision making of upper 
and middle level 
managers of business 
(T.II.2) 
Ucakturk et al., 2013 
Table 4. 28:  Substantiating quotes on ‘installed ERP system’ and 





4.5.2. Information Quality 
Several authors have defined ‘Information Quality’. Ifinedo et al., 2010 define 
‘Information Quality’ as characteristics of the output provided by ERP system 
such as: timeliness, relevance, availability, understanding ability, etc. 
Similarly, Chien et al., 2007 measured it in terms of accuracy, timeliness, 
completeness, relevance and consistency of the information provided by 
ERP. The researcher agrees with Abugabah et al., 2009 and perceives 
information quality as:  
 Availability (T.IQ.1) 
 Consistency i.e. uniformity (T.IQ.2) 
 Accuracy (T.IQ.3) 
 Timelines (T.IQ.4) 
 Accessibility (T.IQ.5) 
When the quality of the information was low (i.e. data was not available to 
access or data was inconsistent due to inconsistent logging by users or data 
was inaccurate due to user mistakes or how quickly the information could be 
retrieved to perform tasks), it created a negative perception among staff to 
use the system, affecting user satisfaction, extended usage, and perception 
of ease of use (T.IQ  T.EU). This perception of staff and stopped usage 
created a huge impact on the business and lead to a huge business disaster 
in some departments. 
It was by observed by the researcher at the case study organisation that 
quality of the information is a by-product of ERP usage (T.EU  T.IQ) and 
its quality can be good only when not one particular staff member, but the 
entire organisation takes responsibility in inputting and retrieving data (to 
perform their daily tasks) in the way they are supposed to. A lot of data was 
identified on the ERP system of ITL which was inputted incorrectly, so there 
was a vicious circle where inconsistent and poor usage negatively impacted 
information quality and it in turn impacted the user buy-in and usage of the 




policies and procedures in place to ensure users use the system effectively, 
thereby improving information quality as a by-product of ERP usage. 
 
Substantiating Evidence 
“We have now removed spreadsheets, which duplicated the data. They were 
logging things on the ERP and also on the spreadsheet. So the spreadsheet 
is now gone.” (T.IQ.3) 
 
“If everything was on there and if everything was accurate and if it was not 
such a mess, then I would have learnt the system. I would have had no 
question about it because it would have probably made my life lot easier. 
But it was just because of the state we were in, this was three years ago and 
we are only getting over the mess that manager caused. So having to deal 
all that just was not the right time to learn that system. So it was not a case 
of, no I don’t want it, it was a case of necessity which needed something 
simplistic to get things back on track. Maybe it was a wrong decision but all I 
can say is the BU2 is running at its best in the time I have been here. So 
spreadsheet for me served its purpose. Now it is time to move on and utilise 
the new system, which my staff are doing and they do rate it (T.IQ  T.EU). 
The trouble is you would not necessarily know that the information is wrong 
unless you search every record. But is only a case of once identified then it 
should be brought to the attention of the manager who then speaks to the 
individual and as long as you go back, they had their training, they have 
signed to say that they understand how to use the system and they need 
more training if they don’t understand saying that you did not realise that 
when you clicked that." (T.IQ.2, T.IQ.3  T.EU  T.II  T.M.MS.4.5  
T.ET  T.EU.2) 
 
“When a user was able to find the information quickly, then they were to use 
it again. Similarly, if it was taking ages to find, then they were showing 
reluctance in retrieving such information.” (T.IQ.4  T.EU) 
 
“When I try retrieving certain information to do my job and if the system 
restricts me to get that information, it irritates me as I know that information 
is available.” (T.IQ.5) 
 
“Information quality will affect is the business, it will affect the whole 
company, the whole group. It will affect the company because we have false 
information on.” (T.IQ  T.EU  T.WI) 
 
“We can have wrong data and it can reduce our business. I can see that. But 
what it has done for us is it definitely made everybody aware and generated 
extra business for us. It is the best thing we had ever.” (T.IQ.3  T.EU  
T.OI.1) 
 
“What I do is before I ring a company I research a bit about them as it gives 




they are in and helps you target courses that are better suitable to them. If 
that company is never on the system, then I create it and that information is 
available for other apprenticeship department where it might be an 
engineering company and that might be an opportunity for them to target. So 
it is vital that we get all the information and put it correctly on the system.” 
(T.IQ  T.EU  T.WI) 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 
System containing 
inaccurate or incomplete 





System failing to 
generate appropriate 
production schedule 
(T.IQ.1, T.IQ.2, T.IQ.3) 
System failing to 
generate appropriate 
material requirement plan 
(T.IQ.1, T.IQ.2, T.IQ.3) 
Peng et al., 2010b 
Information quality (T.IQ) Use dimensions 
(Intention to use 
(T.EU.4), User 
satisfaction (T.EU.1)) 
Chien et al., 2007 
Information quality (T.IQ) ERP use (T.EU) 
User satisfaction (T.EU.1) 
Extended use (T.EU) 
Hsu et al., 2015 
Perceived information 
quality (T.IQ) 
Perceived usefulness and 
ease of use (T.EU.1.2) 
Abugabah et al., 
2009 
Data quality of the ERP 
system (T.IQ) 
Perception of ERP ease 
of use (T.EU.1.2) 
Sternad et al., 2011 
Level of ES-enabled 




benefits from ES use 
(T.EU T.OI) 
Seddon et al., 2010 




(T.IQ.5)  and usefulness of ERP 
systems (T.EU.1.2) 
Information quality (T.IQ) Individual impact (T.II) Ifinedo et al., 2010 
Data reliability problems 
due to user mistakes 
(T.IQ.3) 
Decrease in customer 
service level (T.OI.3.5) 
Hakkinen et al., 
2008a 
Data accuracy (T.IQ.3) ERP system performance 
(T.SEO) 
Fang An-ru et al., 
2009 
Information quality (T.IQ) ERP systems success 
(T.OI,T.WI,T.II) 
Ifinedo, 2008 
Quality of information 
(T.IQ) 
Individuals’ work (T.II.1, 
T.II.2) 
External customer service 
in and after-sales 
environment (T.OI.3.5) 







Peng et al., 2010b 
Poor data quality (T.IQ) Business disaster at the 
post-implementation 
phase (T.SEP) 
Peng et al., 2010a 
Poor data quality (T.IQ) Slow system response 
time (T.ES.4) 
Peng et al., 2010b 
Data quality issues (T.IQ) Techno change 
management (T.CM) 




Staehr et al., 2012 
Table 4. 29:  Substantiating quotes on ‘information quality’ and triangulating 




4.5.3. Personal Characteristics and Information Literacy 
Boudreau (2003) categorises ERP into two key dimensions. The two 
dimensions that differentiate ERP use across different users in an 
organisation are: 
 Limited use: It is the superficial use of application features, displaying 
a limited understanding of the ERP system’s functionality. 
 Extended Use: It is the experimenting and creating alternate ways of 
using the system’s functionalities. 
These two types of usage by users are influenced by their personal 
characteristics and their knowledge about IT systems. It was observed that 
the perception of usefulness, ease of use, and behaviour intention of users 
to use depends on their interest to learn, prior experience of IT systems, 
having an innovative attitude, good educational background (T.PC  T.EU). 
It was also identified the perception of young users was different when 
compared with more experienced staff. The personal characteristics and 
information literacy can be categorised into five factors: 
 User’s technological innovativeness (T.PC.1) 
 Computer anxiety (T.PC.2) 
 Learning efficacy (T.PC.3) 
 Computer experience (T.PC.4) 
 Influence of gender, age, position, user type, and education (T.PC.5) 
The study recognised that when users get to use the system and understand 
the system, their perception towards ERP system changes automatically as 
a by-product of using the system (T.EU  T.PC). The study also identified 
that service quality, support of management, and organisational quality do 
not directly influence an individual’s personal characteristics and their 
information literacy. But, they support users to use the system, through 






User’s technological innovativeness (T.PC.1) 
The study recognised that individuals, who have absorptive capabilities to 
understand, assimilate and apply knowledge, use the system more 
efficiently than individuals who do not. Higher and efficient usage implies 
enhanced organisational performance and higher ERP success. For the 
users to extend usage through innovativeness, they need to: 
 Use critical thinking (T.PC.1.1) 
 Be ready for change (T.PC.1.2) 
At ITL, critical thinking helped users to question and think how the system 
can make their life easier in performing tasks. This critical thinking enabled 
the users to experiment and create alternate ways of using system’s 
functionalities. However, this was only possible when the users were willing 
to come out of their comfort zone to try new ways of performing their jobs. 
Computer anxiety (T.PC.2) 
Users who were anxious when exposed and asked to use a new system, 
hesitated to show interest in learning, experimenting or even using the 
system, though thorough training was provided. Psychological issues were 
identified as the main reasons causing this problem. The only workarounds 
that helped the case study organisation were continuous training, creating 
an environment promoting users to use (through change management and 
supportive organisational culture), and getting them familiarised with the 
functionalities of the system. 
Learning efficacy (T.PC.3) 
It was identified that staff who wanted to learn any new system or upgrade 
their knowledge, had: 
 Learning willingness (T.PC.3.1) 




These two factors helped the users to learn the functionalities of the system 
and also allowed them at the start to have a limited use but later on, an 
extended use once they were comfortable with the system. 
Computer experience (T.PC.4) 
The study indicated that the intention to use and perception of ease of use 
by individuals depends on their computer experience. The experience can 
be of two types: 
 Individual’s general IT skills (T.PC.4.1) 
 Prior usage of same/similar system by individuals (T.PC.4.2) 
Employees of ITL who had prior IT experience tended to easily buy-in, 
learned the system quickly, and used it effectively and efficiently for their 
benefit.  
Influence of gender, age, position, user type, and education (T.PC.5) 
It was observed at the case study organisation that factors like gender, age, 
job position, type of user (i.e. part-time, full time), and educational 
background had influence on how effectively the system was used and 
utilised. The younger generation (especially men) were found to be brilliant 
in experimenting and adopting ERP systems in their job role as they were 
more tech savvy and were grown up around technology. Similarly, users 
who were into full time job, in higher position and had a good educational 
background could see the benefits and so bought in and used the system 
more efficiently when compared to others. 
 
Substantiating Evidence 
“Staff knew that we'll be updating ERP system, so they were coming up with 
new requirements for the new system.” (T.PC.1.1, T.PC.4  T.EU  T.II  
T.M.IS.2.2  T.PM.4 ) 
 
“They had a system which was still like a one-man band who made it, but 
again that was tailor made for the company but very basic. So they sort off 
replicated that but made it easier and added things on. The main thing, what 




them paperless because originally when a sale order went through they had 
to get a piece of paper, and purchase order on a piece of paper and literally 
take it and put it in a file.” (T.PC.4  T.EU  T.II, T.WI.2.1) 
 
“The managers just did not like change. It might also be because of them 
being scared of technology. Just from observing, while implementing new 
changes now, I saw that people were reluctant in change, which lot of 
people might be are. That might be it. I don't want to do it; I am quite happy 
this way. They don’t want a new system. They might be alright with what we 
are.” (T.PC.4, T.OC.3  T.EU.4.2) 
 
“I would say the reason for that was they were being pushed to use. I have 
tried to push them and through the management and tell them that this is 
what we need to do. I have also tried the pull strategy. I think, they don’t 
trust the system but they trust the board.” (T.PC) 
 
“I don’t know why but the staff can trust the white board but they cannot trust 
the electronic system that gives them more information than on the board. 
Maybe it has got to do with the confidence levels of the people. But the 
information is there and all it needs is to managers to say to staff not to use 
the whiteboard ever again and make sure it is all on the CRM and say that is 
what I am using to manage you guys.” (T.PC.2) 
 
“They are probably not thinking in the way like finding out how many 
learners do not have vacancies and it was a big thing as it was a bit 
shocking when I saw 180 candidates, so what are we doing with those 
learners. They don’t have that use as in finding information out as a day to 
day job. They use it like, there is a vacancy and they will try to find the 
learners and that is the sort of using they do.” (T.PC.1.1  T.EU.2.2  
T.EU) 
 
“The FD3 department staff is not trying to innovate and see what the system 
can do for them because none of them are 100% tech savvy apart from a 
young staff member.” (T.PC.2, T.PC.3  T.PC.1) 
 
“He is exploring because he is just playing around but I don’t think he is 
exploring to think how he can improve the business. He is just trying to see 
how can I improve my personal gain.” (T.PC.1  T.EU.4.1  T.EU  T.II) 
 
“The FD3 department staff has definitely explored the system because they 
were initially putting things in the wrong places. A staff member was using 
the comments fields to write thing down but she did not need to as we 
already provided that functionality, she just did not know where it was as I 
did not show her. Whereas another staff member sorted it out.” (T.PC.1.1, 
T.PC.1.2  T.EU.2.1) 
 
“I think the manager is not the best on computers. He is scared. I would say 
they that he thinks he would definitely not understand it. It is a new system, 
so he is probably scared and he is used to using the spreadsheet. It is very 




will he be bothered about the other.” (T.PC.2, T.PC.4, T.EU.3  T.EU) 
 
“The only commitment that I saw was from the deputy executive because no 
one wanted, it because they were probably scared of takeover of their jobs 
and like the finance department. They wanted to be on sage as the manager 
decided that they are going to move to a different system and that was 
probably to save her because she did not know how to use the new one and 
she was good at using the sage system.” (T.PC.2, T.PC.4, T.EU.4.1  
T.EU.4.2) 
 
“I think my main worry is me thinking that I can do something wrong on it. I 
am not scared, it is just that I don’t want to do anything wrong and when I do 
something wrong, then it is like Oh god!” (T.PC.2  T.EU.4.2) 
 
“I get anxious when I try to learn something new. I did it with old ERP system 
and when it came in, I was like oh my word! Because we had a system 
before that, but it was a very basic system. It was not even for the whole 
company; it was only for the FD3 team.” (T.PC.4  T.PC.2). 
 
“A lot of people don’t like change, I do. I don’t mind anything that is going to 
make my job easier, to be honest. Once I got used to it, I was fine.” 
(T.PC.1.2  T.EU.2  T.EU.4) 
 
“When the new one came and it was the same again as you don’t want to do 
anything wrong or anything. I won’t say that I get scared of it but I am 
apprehensive and that is mainly because I don’t want to anything wrong or I 
don’t want to be making anything wrong with it, anything like that.” (T.PC.2) 
 
“In an ideal world the new ERP system will stop us from using physical book 
to log information and I don’t see why it cannot. Because now every time 
you go on to a vacancy, you have candidates there. But we have to get used 
to not using it.” (T.SQ, T. T.PC.1.2  T.EU) 
 
“I enjoy working with IT systems as long as it helps me out. I am open to 
using new systems and if it is saving time then why not. For example, before 
using the CRM, there was a planner and that was it. We had lot of paper 
work and personally I don’t like paper. So when the CRM came in, there was 
lot less paper work, a lot less checking because it was all automated. 
Obviously with the new one that is slowly being rolled out, that will save you 
more time.” (T.PC.2, T.PC.4  T.EU  T.II) 
 
“I think youngsters were brought around technology.  I think that is totally 
right because I was not brought up around technology until late as it was not 
mainstream. But now it is. Kids are now having IPads, IPhones. So I think it 
much easy for youngsters to pick up ERP systems.” (T.PC.5) 
 
“As I was promoted, the person who moved into my position did not pick it 
up well first. But someone new coming in, the new one is easy to pick up. It 
is not easy to pick up as people might may think, you could just ask the FD1 




Some pick it up easily and some don’t. I have picked it up easily. But for 
people who are not as tech savvy, it is not. It won’t be easy for them I don’t 
think.” (T.PC.4) 
 
“I think now we can use the system with same speed as she can now work 
with it. But obviously at first she was slower like anyone, like I was with the 
new ERP (upgraded). You can say that I was slower with it when you 
compare with me using the new one because you make mistakes, you are 
scared of using the system. But obviously when your confidence builds, you 
can start, you get to know the system, and you know clicking on what will 
bring up what. And it has built confidence and you use the system more and 
with a confidence.” (T.PC.3, T.PC.4  T.EU  T.PC.1, T.PC.2, T.PC.3, 
T.PC.4) 
 
“At the start, I was scared as well as excited. By basically using the system 
that transformation from being scared to using the system effectively 
happened. In a way I have used it from the start to this moment. I have used 
it from that point, from the start creating everything on it. Tutors to courses, 
me and my colleague using it. Now that helps.” (T.PC.1, T.PC.3  T.EU  
T.PC.1, T.PC.2, T.PC.3, T.PC.4) 
 
“I am confident enough in using the new ERP system related to my tasks. I 
don’t think that there would be any problems. On the spreadsheet, you can 
scroll up and down to see what people have, we could do the same thing on 
the old one and we should be able to do similar on the new one.” (T.PC.2  
T.EU) 
 
“I had an upbringing with ICT, done it at all through school, did at college, so 
obviously we are able to grasp it quicker when compared with certain other 
staff, who are a bit older. That probably helped us to how to learn and how 
to use it. We are more tech savvy in a way.” (T.PC.4, T.PC.5  T.PC.3  
T.EU) 
 
“I had limited computer use before joining this company. When I say limited, 
they had an internal stock control system and it was not complex like the 
ERP system. The system was only as good as the user because if 
somebody did not put in the right goods inwards details then it caused loads 
of issues. The system was not anything complex like we do here.” (T.PC.4) 
 
“From my point of view, just for me to get a grip of where everything was, it 
was easier for me just to have it there visible and as I do a learner, update 
them on that. It was hard enough for me to get my head around every 
learner that we had (we had about 185 learners and I had to go through 
them manually). Six weeks doing that and as well as try to learner how to 
use the system, I would have failed.” (T.PC.1.2, T.PC.2, T.PC.3, T.PC.4) 
 
“My problem at the moment is if I need to know something quickly then the 
system that I know is spreadsheet. I am used to using it. But if I had to go in 
and try and figure out myself and I could waste my time. So at the moment 




because if it was then I would have said that we don’t need a planning 
system.” (T.PC.4  T.EU) 
 
“I usually would use excel, word, outlook etc. I didn’t really have much 
knowledge of using an in-house system. So really just basics that’s what I 
would use to.” (T.PC.4.1) 
 
“We did basic word processing at school and then I went after to do an 
apprenticeship with another company but again that was a quite a while ago 
now and again it is a basic system we use to use.” (T.PC.4.1) 
 
“I think any system when you are learning something new, it is going to be a 
challenge. I think sometimes from my point of view I want to be able to work 
the system and gain reports from the system quite quickly. I think sometimes 
it is a little frustrating when you are learning a new system because you 
want the information out of it quickly. It is obviously to undertake your job 
role. So it is learning to what before you can run. Learning about the system 
what it can do and obviously the effect it has on the information inputted and 
what you can get out of it. So it is quite an anxious time when you are 
learning a new system.” (T.PC.2) 
 
“I think for me, it is more learning the system and getting best out of it. But, I 
want to do that in short amount of time because I am impatient.” (T.PC.1.1) 
 
“At the minute, I am transferring some information into the new system and 
as I am going along and using it, I have not faced this time around because I 
know what it could do and also I know what reports I could get out of it. So, I 
have welcomed the changes because I know that they are going to benefit 
me. I will be honest, this time around, other than workloads, time to take on 
to try and concentrate on the system, I have not found it stressful or 
confusing.” (T.PC.4.2  T.EU) 
 
“I think there was a bit of resistance from me originally when it was setup 
and that is because I did not know what it could do. I knew why we were 
doing it because we had to get away from the paper system and the excel 
spreadsheet.” (T.PC.4  T.EU.4.2) 
 
“I was confident with the old system. But I now see the new one and feel 
confident. Like this morning I had a meeting with a senior management staff 
and I have shown her and explained the workings of it and I was confident to 
do that and that is only because I had time this week to sit down and actually 
input the information. As I have moved along I do understand and I really do 
feel confident of using it.” (T.PC.4.2  T.EU.4  T.EU  T.PC.2) 
 
“I have actually had people which did not grasp the system and found it 
difficult. In the past we had couple of people like that, they found it difficult to 
use probably. But you can only refer it back to training. It is training on the 
system and I think it is the key. Everybody needs to understand what that 
system can do for them because you only get the best out of it. Once you 




else information can I get from it so that it would help me to do this.” (T.PC.3 
 T.EU.2) 
 
“It is staff responsibility to be motivated and to generate business your own. 
Those are your accounts and you need to look after them people like you 
would look after your neighbours in your home. So they need to understand 
that the more they put in, the more they are going to get out.” (T.PC.1, 
T.PC.3) 
 
“It all goes back to understanding what the system can do because like 
when you are doing say for example we had a FD1 staff, who could not 
grasp and understand the process of booking and when she was putting it 
on and even though she wrote a step by step guide she still could not 
understand and once it gone on where did that information go. So it is all do 
with what is in their mind, do they understand computers that are always 
very difficult because you want somebody who is computer literate and has 
the knowledge and understanding because you need to have a greater 
grasp of what your system can do. I don’t know really and I am not sure.” 
(T.PC.3, T.PC.4  T.EU) 
 
“One of the FD1 staff is always scattering around for information for data 
that she does not understand. What she needed to know is what potential 
she has got in her area so for that she needs to go into a report but she 
does not know where to look at.” (T.PC.1.1) 
 
“We have staff, who doesn’t understand the system and I think it can also be 
because of the inquisitiveness of the individual. It is the interest. Are they 
interested, do they want to know. I think that probably could be the reason.” 
(T.PC.3) 
 
“You have to have it in you first of all. You got to have the drive. Yes, the 
manager can then keep you motivated and keep like fishing but you have to 
have in the first place. If you don’t have those key ingredients or that hunger 
to want to achieve your target, then it is very difficult for the manager to 
motivate. You offer them help and you put them a plan. We have had 
training but if you don’t have that initially because you come from a different 
background, it is very difficult.” (T.PC.1, T.PC.3) 
 
“There was a staff member who lost her way a little bit, but I am telling you, 
she has comeback with a different approach and it is working for her. That is 
because it is in her and she knows how to pick herself and get focussed.” 
(T.PC.1  T.EU) 
  
“FD2 department had a changeover of the staff. They had a guy who was a 
senior and he was stuck in his own ways and he could not see it. His excel 
sheet was beyond and all and also he could see it was that is how the 
planning went and he could do it in years’ advance. That is because he was 
an older guy who was not keen on taking new challenges and I think you got 
to embrace new things because it can help and obviously you can never 




forward and make it work.” (T.PC.5  T.EU.4.2) 
 
“I have worked in FD1 department for 20 odd years. Well the last company 
that I worked for was for a mobile company and it was all on IPad (doing 
credit checking, etc.). That system was completely different from this. It was 
bespoke for that company. For what this company does, the existing system 
is more than sufficient.” (T.PC.4.2) 
 
“To be honest I have worked with computers most of my life, brought up with 
them. So spending a day with the IT team on the FD1 system, obviously 
there is a stuff on it that I still need to know, but with what I need to do in my 
job role I am more or less confident in using the system and took me about 
4-6 weeks to get competent with the system. Obviously there are things that 
I still need to ask because in any working life you come across things that 
you have never come across before so it is an ongoing learning process but 
I have to say in 4-6 weeks I felt competent enough on the system.” (T.PC.3, 
T.PC.4  T.EU.2) 
 
“I had a computer at home when I was 14 but we did not have at school 
when I was at school. So I am used to them a bit.” (T.PC.4) 
 
“A bit of training might be worth full for example on the other day you have 
shown me how to filter the active list. That is the first time I knew about that. 
So it is little things like that would make us to do things quicker really. But 
other than that I am pretty confident with the system.” (T.PC.1 T.EU.2.1) 
 
“Show me anything that makes my life easier and I am keen to learn. I don’t 
kind of explore anything on my own. I would rather ask someone to do it for 
me.” (T.PC.1  T.EU) 
 
“I would like to learn computers but I am never learning. Even if I learn 
something, if I don’t use it for a while then I forget.” (T.PC.3.2) 
 
“The younger generation are tech savvy as they are grown with technology. 
They are brilliant on computers.” (T.PC.5) 
 
“I am confident enough on anything if you show me. I am probably more 
nervous until I get shown and then you to start using and then it is easy to 
use for me (T.PC.1.1). The more I use it the more I get confident and getting 
confident makes me to use the system more efficiently.” (T.PC.4  T.EU) 
Relationships between Identified Themes Triangulating with 
existing literature Theme Affected Theme 
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Chou et al., 2014b 
Experience (T.PC.4) 
Influence of gender, age, 
position, user type, and 
education (T.PC.5) 
Perceived usefulness 
and ease of use 
(T.EU.1.2) 
Abugabah et al., 2009 










and information literacy 
(T.PC) 
Perception of ease of 
use (T.EU.1.2) 
Sternad et al., 2011 
Experimental 
interventions (T.PC.3) 
(i.e. based on experience 
and observation) of users 
to learn about the new 
work environments (i.e. 







Installed ERP system 
functionality (T.SQ.2) 
Jones et al., 2008 
Perceived personal 
competence (T.PC.3) 
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El Sawah et al., 2008 
Employees’ general IT 
skills (T.PC.4.1) 
Higher ERP success 
(T.SEO) 
Ifinedo et al., 2009 
Table 4. 30:  Substantiating quotes on ‘personal characteristics and 
information literacy’ and triangulating with existing literature (Source: Author 
& Literature) 
 
4.5.4. Organisational Quality 
Organisational Quality is the quality of the organisation in creating an 
environment for end users to use the ERP system effectively and benefit 
from it. At the case study organisation, it was observed and analysed that its 
characteristics are: 
 Policies and procedures (T.OQ.1) 
 Management structure and support(T.OQ.2) 
 Staff Development (T.OQ.3) 
To get user buy-in and make them continuously use the system, it is very 
important that a need and an intention to use have to be created.  Having 
systematic policies and procedures in place and a management structure 
and support creates such an environment. Similarly, to make users to 
thoroughly understand the software and work processes, checks have to be 
performed to test the knowledge of the users and provide training whenever 
and wherever required. The above discussed can be achieved through: 
 Organisational Characteristics 













Figure 4. 9: Organisational Quality and its categories (Source: Author) 
 
Substantiating Evidence 
“I follow certain procedures, for e.g. when I have a new member of staff, 
they have to fill in some information on paper. My procedure is when the 
paper comes to me, I then input it on to the system and that forms part of the 
employee record. The other side of my role is, each month I do a payroll and 
what I do is I check payroll but I also check it against the ERP system. So 
again everything is up to date. In the event of a manager going into 
employee record and that information being incorrect, that could have 
serious implications. As well, last year I had to upload quite a lot of data with 
regards to ethnicity of the workforce, I had to send a questionnaire out to 
staff for that information, whereas now I have incorporated that into the 
system. So when I get the paper back, I can input on to the system and that 
is already there. So when I come to do that exercise this year, I will be able 
to pull a report out and the information will be there. So it will save time.” 
(T.OQ.1  T.EU) 
 
“When we were auditing staff’s usage and showed reports of what they were 
and were not doing, the productivity increased.” (T.OQ.2) 
 
“The users initially did not understand what the benefit of using the system 
was. We had to educate them and implement a change management 
strategy, which pushed them to understand and use the system more 
effectively.” (T.OQ.3) 
Relationships between Identified Themes Triangulating with 
existing literature Theme Affected Theme 
Empowerment of team 
(T.OQ.3) 
ERP project success 
(T.OI) 
Rothenberger et al., 
2010 









Kronbichler et al., 
2009 
Table 4. 31:  Substantiating quotes on ‘organisational quality’ and 
triangulating with existing literature (Source: Author & Literature) 
 
4.5.4.1. Organisational Characteristics 
As an organisation is a mechanism which enables people to work together 
and is a foundation upon which the whole structure of management is built, 
the characteristics of an organisation play a key role in success and failure 
of an IT system (like ERP) within that organisation. The study at ITL 
indicated that the ‘Organisational Characteristics’ can be mainly categorised 
into three factors: 
 Networking practices (T.OC.1) 
 Company wide support (T.OC.2) 
 Structure and process (T.OC.3) 
Several researchers like Ifinedo et al., 2009, Liu, 2011, Galy et al., 2014, 
Kronbichler et al., 2009, Law et al., 2010, etc. have pointed out that the 
organisational characteristics impact the organisational performance through 
increase in net sales and therefore success of ERP implementation. The 
researcher agrees with the above statement however, it was observed at the 
case study organisation on several occasions that they directly do not 
impact the organisational performance, but impact the user buy-in and 
usage of ERP system, which then impacts the success of ERP systems 
(T.OC  T.EU). This is evidenced below through substantiating quotes from 
the users of the system. 
Networking practices (T.OC.1) 
Networking practices are the practices that an organisation’s staff follows to 
interact with other staff to exchange information, in performing their 
responsibilities efficiently with a common goal of achieving the organisation’s 




 Sharing of information between departments (T.OC.1.1) 
 Communication between organisational levels (T.OC.1.2) 
 Horizontal mechanisms (categorised as: formal groups, formal roles, 
informal networking practices, and cross-unit human resource 
practices) (T.OC.1.3) 
 Open and honest communication (T.OC.1.4) 
 High context and implicit form of communication (T.OC.1.5) 
From the study, it was inferred that ERP systems facilitate sharing of 
information faster in and between the departments and similarly between the 
organisational levels (i.e. up and down the hierarchy). For ITL, this resulted 
in communication at the right time allowing the staff to perform their tasks 
which were dependent on other staff or department. This brought in several 
advantages like transparency, open and honest communication, etc. As an 
example, when customer facing staff logged notes of any interaction, it 
allowed the next staffs members dealing with a customer to quickly read the 
notes and see what can be done to further help them. Similarly, if when a 
staff member blamed another department’s staff for not providing the 
required information to do their work, the relevant manager quickly looked at 
the logs and identified who was at fault and took required action to get the 
job done within time. 
In some scenarios, it was observed that in a busy environment, having high 
context and implicit forms of communications helped staff to keep 
themselves up to date and motivated. For example, a department’s team 
having daily hurdles to know where they are up to with the figures helped 
them to keep themselves motivated. A sound ERP system along with this 
intent to communicate (through sharing information) made users to use the 
system and perform their tasks at a faster pace. 
Company wide support (T.OC.2) 
The study indicated that any user uses an IT system effectively if and only if 
they believe that they can get benefited in performing their tasks. And for the 




higher the support (T.OC.2.1), the stronger was the effect of capacity to 
assimilate knowledge on performance of ERP usage. This organisational 
support along with an individual’s intrinsic motivation (T.OC.2.2) provided 
them with a knowledge transfer climate and ultimately motivated them to 
share ERP knowledge with others, resulting in a knowledgeable organisation 
about how to use the ERP system effectively and efficiently. 
Structure and process (T.OC.3) 
Structure and process at ITL were very crucial in garnering staff’s interest 
and also allowed them to participate in using the system and realise the 
benefits the system provided. There are several factors under this category, 
which facilitate staff at ITL to ultimately use the system. They are: 
 History of structures and processes of the organisation (T.OC.3.1) 
 Working pattern of the organisation (T.OC.3.2) 
 Top-down decision making and risk-taking culture (T.OC.3.3) 
 Organisation size i.e. number of Employees (T.OC.3.4) 
 Organisational readiness in using the ERP system effectively 
(T.OC.3.5) 
 Perceived instability and uncertainty in regard to employees’ 
responsibilities associated with the system implementation (T.OC.3.6) 
 Engagement from users in using the system (T.OC.3.7) 
 Political dynamics within the organisation (T.OC.3.8) 
 Systems perspective of the organisation in terms of learning 
(T.OC.3.9) 
 Technological competence in an organisation (T.OC.3.10) 
 Disclosing problems, faults and failures (T.OC.3.11) 
An enhanced ITL’s organisational structure facilitated: 
 Knowledge transfer (both technical and non-technical) 
 Learning opportunity 
 Users’ learning willingness 
 Users’ learning capability 




 Behaviour intention to use 
 Efficient and effective use of the system 
 An opportunity to enhance processes and up to date 
In simple terms, it facilitated change management, education and training, 
and user buy-in and usage. So, it was very important to have a good 
organisational structure and processes in place. Before enhancement, the 
employees were unaware of system’s potential and therefore became 
frustrated and stressed. 
 
Substantiating Evidence 
“The system won’t automatically make people talk to each other and staff 
should make an effort in communicating between the organisational levels 
and share ideas or identify problems in order for the system to be utilised 
effectively.” (T.OC.1.2) 
“Some people were saying that the system is rubbish just because they 
wanted the system to spit the information out without them doing anything. 
This negative word of mouth was psychologically negatively impacting other 
users. On the same not, users who were using the system and liking it were 
discussing about the benefits that they were getting from the system. This 
did have a positive impact on those users in exploring the system and 
realise more benefits.” (T.OC.1.3) 
 
“I am an IT Guy, I like finding solutions for the problems. So if there's a 
problem I like to fix it. Because I knew that the ERP was open source, I 
know that it can be modified. If it is Microsoft Word it cannot be modified, 
you do what it does. Because it was open source as I knew that we can 
create new Fields. So I knew that if something wasn't there and needs to be 
there and it helps them, then that field needs to be created. At that point, I 
did not know any business process so I had to learn on my own about what 
they do and how it can be done quicker.” (T.OC.3.10, T.PT.1) 
 
“The IT personnel used to always say that he is an IT guy and would like to 
find solutions to problems and fix the problem. When it comes to taking 
credit, he was always there for it. However, in reality, he had neither 
technical knowledge nor any IT qualification. The server was crashing often 
due to heavy usage. He was even unable to identify that and all it needed 
was a bit more of hardware. The often crashing system created a negative 
impact on usage.” (T.OC.3.10  T.EU) 
 
“The ERP system was always called as CRM. It is because that is what 
everyone knew it as and so people just called it as CRM. As I have been 
here for a long time and told people that it is not a CRM system but is an 






“The FD3 department were not really using it. Well they were but they were 
not logging all the information, exactly same as FD1 department did really. 
The process has gone that was given to them previously. They were not 
doing that. Some of them said they were never shown but it was me who 
showed them so I know that. They were basically doing the matching 
process by filtering the list using that information to complete the job.  They 
probably had too many open opportunities. They were not closing them off 
properly. They were not following the procedure that was in place that I and 
the Recruitment manager put in.” (T.OC.3  T.CM.2  T.EU  T.IQ) 
 
“There are loads of policies and procedures everywhere that people copy 
because people have access to the current SharePoint as obviously Jackie 
used to do it. People copy, modify and save it on a different location. For 
example, in a learner pack, they take out what they want and put it in a 
different location, leaving the original copy unmodified, thereby ending up 
having different versions in different locations which term later causes 
confusion. The process continues. This is a very big problem with policies 
and procedures because no one can put their finger on it.” (T.OC.3) 
 
“When you are trying to train the people, the main difficulty I would say is 
time. People don’t have time to learn new stuff. When you go on from one 
system to another, they still are expected to do their jobs without any 
disruptions, for instance if you talk about the FD3 department, they still have 
to continue working on the old system while learning the new system, the 
phone still rings, the people still ask them things, they still have to attend 
meetings.” (T.OC.3.2, T.OC.3.9  T.OC.3.7  T.ET.2.1) 
 
“Lot of it is with time. With HR, I was showing the HR manager but wanted it 
finished. So I sort of migrated the data manually for her, which in the end 
works out better because she is quite happy and now buying into it. 
Whereas if she sat there data inputting it, she would have hated it. Even 
though it is like a learning thing for her, I think she will benefit more now. 
She wants to use it rather than there you go input all the data.”  (T.OC.3.2  
T.OC.3.7) 
 
“Though the ERP system has been implemented in FD2 department 8 
months ago, they don’t have an exploitation plan even now. They are just 
inputting information into the system. I don’t think they are bothered about 
anything like that. I think they just wanted a capacity planner and so we gave 
them one but I don’t think there is any thought from them anything else apart 
from what they want.” (T.OC.1.1  T.EU.2) 
 
“As a quick visual I think the spreadsheet is easy to look at. I could open the 
spreadsheet and hover my mouse without having to search for anything or 
going to menus, the information is just there and I will hover my mouse over 
today’s lesson. It will show me all the sessions and what learners are in it, 
though it will not tell me anything else and also I know you have to scroll to 





“Regarding change management, implementation strategy, project 
management skills, etc., I would say you both did not have initially when you 
started. But later, your idea of why we should change was good but maybe 
the way you wanted to change was wrong. I have not done any change 
management but I know it is difficult to bring change here.” (T.OC  T.CM, 
T.ET) 
 
“Well the staff here has a relaxed attitude towards work. No one sticks to the 
deadlines. If I wanted anything no one will ever do it. As an example: As part 
of upgrading ERP, we requested our staff to go through website content 
related to their department. We gave several deadlines but no one ever 
bothered.” (T.OC.3.7  T.CM) 
 
“My frustration is to getting them to use it effectively, particularly the 
managers.” (T.OC T.CM  T.EU) 
 
“Some people think that the chief executive wants me to do it but I can’t do 
it. So if I have got something else to do, I won’t show it that I can’t do. And 
that is sad but it is very true and it has took me a long time to understand 
that but I like everyone to say, I don’t understand that can you please show 
me. But there are people out that would do that and see it as failing and a 
weakness.” (T.OC.3.11) 
 
“The knowledge was never passed on from one person to the next person. 
There wasn’t a want. People did not want it.” (T.OC  T.ET.1) 
 
“Our issue is we don’t have consequences. Let us say I have a meeting with 
another member of staff who is responsible to somebody else, and when 
asked why is that not been done. It will be, don’t ask me, ask the relevant 
manager. The relevant manager said we don’t need to do it. And yet the 
relevant manager (who is no longer with us) used to say we do need it, we 
have to have it. But he became guilty by telling the implementation 
consultant to build the capacity planner with the department administrator 
and left them to do it.” (T.OC.3.6) 
 
“The problem was when people saw the implementation consultant was 
going, they tended to say that we don’t need to do anymore. They did not 
see it as a function to make the business more effective.” (T.OC.3.7, 
T.OC.3.8) 
 
“I know that at some point an action needs to be taken and the appraisal 
with a manager is coming up and ERP is huge in that. I am really concerned 
as when you were down in the commercial department, they hit every target. 
Now I threatened them that I will put you back in there to see if it will change 
things. The manager does know that I am not happy with her way of using 
the ERP system and she does not seem happy with me putting in you there 
and I don’t know why. But I need to know that if somebody with knowledge 





“If there is something to address then I can address it even though I have a 
personal relationship with people. You can’t be personal when you are 
addressing a failing that is going to affect your business and more than 
anyone, in my position I cannot allow that to happen. So I do address things 
even though I am close to people I like.” (T.OC.3.1, T.OC.3.8, T.OC.3.11) 
 
“My worries in FD1 department in particular is they tend go back to the old 
one. You have got one particular person who wants to change it and go with 
the new one. You have got somebody who is stuck in the ways really does 
not want to change because that will put then in a very funny position with 
everybody as well. You have couple of lazy people in that as well. And I 
think they know the manager does not know how to work with the system. 
They are probably even aware that she is not looking on the system at what 
they are doing. Now that worries me because when I was there I used to tell 
them as I could see what they are doing and what they are not doing. It is 
not good enough.” (T.OC.3.2) 
 
“If I cannot do something or something is not working or if it should work in 
another way then unfortunately I am very vocal and I will.” (T.OC.3.11) 
 
“These issues that I faced when the system was first launched were like not 
being able to search properly for things in the right criteria, system going 
down and me being apprehended, apart from that really nothing. The system 
was good. I think the system would work but I don’t think it was what was 
needed by this company. This company needed more than that system. It 
needed to expand that and make it better for everybody. If you are going to 
bring a system like that where everybody is going to use to make it more 
efficient, then everybody is going to use it in the right way and if you are 
getting people who are not using it or don’t use it in the right way then it 
messes everybody else up.” (T.SQ, T.OC.3.7, T.PC.2  T.EU  T.IQ.3) 
 
“The initial ERP system that we had was easy to use but things were 
sometimes hard to find because you could get the information through 
reports but you have to go into fourteen places to find them. For example, 
you have to click on the menu and then you expand and then expand 
another bar, going all the way through it to find the report that you are 
looking for. Clicking was alright, I don’t mind clicking but it is knowing where 
to look and what to look for. Everything was there and in its place but it was 
finding it. It was a bit time consuming. Especially the more information you 
put on it and less the other people using it made it harder. As an example, 
the FD4 department never used the system at the beginning, FD1 did and 
we did but LDOs and tutors never used it, some of the managers did not. So 
you were picking through to find out what information was what because 
there were two to three groups in the company that were not using the 
system at the beginning and that is hard when you try and correlate 
everything in the same place.” (T.IQ, T.OC  T.EU) 
 
“There was a manager who tried to motivate us by putting many balloons in 
our office and we had to pop one every time when we matched a vacancy. It 




have not popped any of the balloons so saying “really, you are not doing a 
good job. Are you?” But the other side of the coin is we have not matched it 
not because we have not tried, it was not because we are not doing our job. 
It was because we had no body to match or the companies were not 
interested in the candidates we put forward. There were various reasons but 
the attitude was that we were not doing it.” (T.OC.2.2) 
 
“A subcontractor, we were able to link him to the purchase order, link him to 
a course. We all kind of way know, what people are doing and who is 
coming in. In a way, we knew what is happening and we kind of did our bits 
on it. One thing that was lacking on the old system was, the FD1 department 
does not talk to the FD3 department, does not talk to the FD2 department, 
does not talk to the old learn direct. They never talked to each other. For 
example, a company does a commercial course with us and also does an 
apprenticeship with us. Though it was the same system, we used to create 
the same company twice in different departments. So if a learner who has 
gone through the recruitment process would like to do a commercial course, 
then in a kind of way we created him four times on the same system.” 
(T.OC.1, T.SQ  T.EU  T.OI) 
 
“I very often used to help my colleagues in the initial days. If an error 
occurred, they used to get scared. I then used to read the error and explain 
them what it was and explained what they need to do, that used to help 
them understand better and use the system.” (T.OC.3.11  T.OC.3.7  
T.ET.1.3  T.EU) 
 
“When my predecessor left the company, he transferred no knowledge to 
me, as he left before I started.  I think some of the knowledge was 
transferred to my colleague, who generally picks things up very quickly. But I 
am not sure how much was transferred. I and my manager joined the team 
at the same time but it was a big process to find where the learners were up 
to, what the tutors were up to and re do all that again.” (T.OC.3.2  T.ET.1) 
 
“I and my manager, who started at the same time, lacked the knowledge of 
that department and how to use the capacity planning on the ERP system. I 
think if I tried to learn the system and learn how the department works, it 
would have slowed down. But since I know how to use the excel 
spreadsheet, I could the just get around my head to know how the training 
centre works.” (T.OC.3, T.PC.4  T.EU) 
 
“If they knew how to use the system then we could have done it in less time. 
But it took 6 weeks because the department at that point of time was in a 
mess. Learners were left on their own. They were not making any progress. 
It was in a mess. So it had to be re looked. Though my predecessor used 
the ERP system, it was not done in an ineffective way and it was in a mess 
when he left.” (T.OC.3  T.EU) 
 
“When the old ERP was launched it was nowhere organised as it is now. 
Now, we plan years in advance and make changes here and there when 




before. It was quite unorganised I would say. The system itself would have 
properly worked. It is just putting the information in.” (T.OC.3.2  T.EU) 
 
“I have promoted ERP capabilities to a tutor mainly. He has seen me 
working on it. He has seen the ease to use it and he is very eager to get on 
to it.” (T.OC.3.7) 
 
“The management structure did not allow communication. It was like two 
buildings, completely operated separately.” (T.OC.3.1  T.OC.1) 
 
“The then deputy CEO was very much FD1 oriented because it was her 
baby and then we had a lady up here. The deputy tried to get our manager 
get involved in the system but the manager put the blockers up. I think she 
put in a way that they did not want to do it but really that was her opinion and 
we wanted a system which is lot smoother and a lot slicker where everyone 
could do things a lot quicker.” (T.OC.3.8) 
 
“If the matching staff were claiming that they could not find anybody then I 
could go onto it and filter all the data and say to them I found these and did 
you ring them. Sometimes we can get people being busy idiots and it was 
being able to challenge that.” (T.OC.1.1, T.OC.1.4) 
 
“One of the top management staff was not interested in the ERP system. 
There was a lot went on then like politics i.e. them and us thing. She was 
very much at the forefront of it. If you have got an executive leading and she 
is putting up the barriers, then what chance do the staff have? The executive 
manipulated managers and got them to do things that were not ethical.” 
(T.OC.3.8) 
 
“We were not allowed to get involved and our executive made it implicitly 
clear to the deputy CEO that we did not want to be involved.” (T.OC.3.8) 
 
“I have used it to the best of my ability but I did not document everything on 
there because no one looked at it. I was wasting my time.” (T.OC.2, T.OC.3 
 T.EU  T.IQ) 
 
“When you are busy doing signups or when you have got other things to do 
then I will be on with it and forget to put the information on the system. When 
you know you have got a direct start, you had to create a learner, you had to 
create the candidate opportunity, then you have to put signed up, the date 
signed up, the initial assessment, tick on active. For me it was like “Really! 
Do I have to do that all? Who is looking at it? No body.” I could have inputted 
that information but I did not.” (T.OC.2, T.OC.3  T.EU  T.IQ) 
 
“I would think it needs to be the IT department who needs to make this user 
guide to be perfectly honest from the systems point of view and regards to 
process, I can help them to put together but I think we should have a 
company standard as well.” (T.OC.3.6) 
 




the previous ERP consultant could not get to meet the operations team 
because they were not interested in how it worked and we were.” (T.OC.3.8) 
 
“The CEO pointed out at a company and when I searched for it, I found two 
records but there were actually three duplicates on the system. Because I 
have put the correct spelling in, I only got two. Whereas when I put the first 
two letters, I got three.” (T.OC.3.10  T.EU.2.1  T.IQ.2, T.IQ.3) 
 
“If the FD3 department staff have done their job in the first place, they 
should have already spoke to customers about other courses that they could 
be doing but if they have and the FD1 staff member rings just as a courtesy 
call, it is a customer service then we are bringing the whole thing together.” 
(T.OC.1.1) 
 
“I ask my staff in weekly meetings about how they are doing and how they 
are finding it. If they tell me that they are struggling with something, then I 
ask the team leader to go and help them with it.” (T.OC.3.11  T.ET.2.1) 
 
“I don’t know without thinking and without discussing with somebody, who 
would be the best person to do training. It is good to have that input from the 
IT staff and then we can make the decision who would be best but it is also 
about who has got the most time. If you ask if the IT coordinator has the 
most time, I don’t know. We are just assuming that IT have and he can put 
some together because it will be very difficult. It is about time. Spending 
some time together and going through a manual. At one stage, a telephone 
process was made, we need something like that but it is the time it takes to 
be perfectly honest. Somebody need to do that. Whether it will be IT and you 
may be quite right that it might need support of a FD1 staff member to do it. 
Whether I do it, I am quite happy to do so but it is the time factor because 
we are all very busy doing other things. But it needs to be done.” (T.OC.3.6 
 T.ET) 
 
“I trust the information that is on the system but obviously a lot of the 
information that is in, well the information has been inputted by us, so it can 
only take what information we put into it and it will not self-generate it. So if 
there are any mistakes on there then it is human error. But I have not come 
across that is complete drastic. Obviously you get companies where the 
numbers have changed, which is not the systems fault nor it is a human 
error it is just they have moved premises or they have changed numbers, 
then it is up to us to get the correct details and it is our job to make sure the 
information on the system is up to date. That is not the system problem but it 
is our problem.” (T.OC.3.2  T.EU  T.IQ.3) 
 
“We do get a lot of support, as an example, last week she has shown me 
how to use the sales matrix, where if you put a company and the course, it 
gives a list of the company that has done that course, something that I never 
knew. So she does come and gives you little tips like that quite regularly. 
Obviously the team leader is constantly there to help us and then the 
manager has also put in for a refresher date with the IT coordinator, just 




could one little thing that could make your life easier and cut your time down. 
Obviously because the less time we spend on putting the information on the 
system, the more time we spend on trying to get business.” (T.OC.2.1, 
T.OC.2.2) 
 
“Just like an example, I and another colleague are off on Monday. So it has 
already been arranged which staff member will be looking after our 
customers for that day. So if not had the morning meeting then on Monday 
my customers will not get good customer service. So the morning briefings 
are very detail and cover everything.” (T.OC.1) 
 
“I would also like to integrate with the FD3 department because I don’t know 
if my company has an apprentice.” (T.OC.1.1  T.EU) 
 
“I think in the FD1 team you need to have some regular daily meetings 
purely because you are busy and you never actually get time to speak in a 
group about any issues or if you want something to be known in the group 
and it is good to know where we are up to with the figures and things like 
that. So I do think that it is an important thing to have.” (T.OC.1.5) 
Relationships between Identified Themes Triangulating with 




Higher ERP success 
(T.SEO) 
Ifinedo et al., 2009 
Organisational culture 
(T.OC) 




El Sawah et al., 2008 
Existing organisational 
context (i.e. structures, 
resources and functions, 
as well as behaviour and 
culture) (T.OC) 
Barriers against change 
(T.CM) 
Kholeif et al., 2007 
Organisational 
commitment (T.OC) 








Network centrality (i.e. 
social network ) (T.OC.1) 
Actual participation of 
users (i.e. hands-on 




activity) and participation 
in Communication 
activity (T.OC.3.7) 


















Ha et al., 2013 
Technological 
competence in an 
organisation (T.OC.3.10) 





Galy et al., 2014 
Sharing of information 
between departments 
(T.OC.1.1) 
Return on investments 
and assets (T.OI.1.1, 
T.OI.1.2) 











Unawareness of system 
potential (T.EU.2) 
Employee frustration 
and stress (T.II.4) 
Hakkinen et al., 
2008a 













Success of ERP 
implementation (T.SEI) 
Sarker et al., 2003 
Communication between 
organisational levels 
(T.OC.1.2) and across 
organisational units 
(T.OC.1.1) 
Individuals’ work (T.II.1, 
T.II.2) 
External customer 
service in and after-
sales environment 
(T.OI.3.5) 
Hakkinen et al., 
2008b 










Hung et al., 2012 
(Higher) degree of 
organisational support 
(T.OC.2.1) 
 (Stronger) effect of 
capacity to assimilate 
knowledge on 
performance of ERP 
usage (T.ET.2) 
Park et al., 2007 
ERP support of the 
organisation (T.OC.2.1) 
Organisation’s social 
influence in the use of 
ERP (T.OC) 
User beliefs regarding 
the benefits of using a 
system (T.EU.1.2) 
Sternad et al., 2011 






El Sawah et al., 2008 




structure (T.OC.3) transfer (technical and 
functional) within the 
organisation (T.ET.1) 






Chou et al., 2014b 





Chou et al., 2014a, b 
Accumulated history of 
structures and processes 
(T.OC.3.1) 
ERP success (T.SEO) Pollock et al., 2004 
Old working pattern 
(T.OC.3.2) 
Obstacles for ERP 
usage (T.EU) 





Resistance to change 
(T.EU.4.2) 





ERP project acceptance 
(T.OI.2.4) 
Rothenberger et al., 
2009 
Horizontal mechanisms 
(categorised as: formal 
groups, formal roles, 
informal networking 










Zhu et al., 2010 




uncertainty in regards to 
employees’ 
responsibilities 
associated with the 
system implementation 
(T.OC.3.6) 






Efficient and effective 





of projects to leverage 
off ERP system 
(T.M.IS.1.5) 
Staehr et al., 2012 
Actual participation of 
users (i.e. hands-on 
activity) and participation 
in Communication activity 
(T.OC.3.7) 
System Use (T.EU) 
User satisfaction 
(T.EU.1) 
Ju et al., 2016 
Extensive engagement 
from users (T.OC.3.7) 
Degree of performance 
to improve organization 
competitiveness (T.OI) 
Degree of system 
stability (T.SQ.3) 






Garnering user interest 
and assistance 
(T.CM.2.1) 




ERP project outcomes  
(T.OI) 







A person’s behaviour 
intention to participate 
(T.OC.3.7) 




Ju et al., 2016 










Kronbichler et al., 
2009 
A person’s personal 
relationship in the 
organisation (T.OC.3.8) 
A person’s behaviour 
intention to participate 
(T.OC.3.7) 










Political dynamics within 
the organisation 
(T.OC.3.8) 









Gallagher et al., 2012 
Systems perspective of 
the organisation in terms 
of learning (T.OC.3.9) 




Nwankpa et al., 2014 
Unwilling to disclose 
problems, faults and 
failures due to 
Post-implementation 
success (T.SEP) 








relationships based on 
personal connections 
(T.OC.1.3) 
High context and implicit 






System users not 
promptly reporting ERP 
related problems 
(T.OC.3.11) 
Not quickly overcoming 
technical bugs of the 
system (T.SD.3) 
Peng et al., 2010b 
Organisation size: 
Employees (T.OC.3.4) 
ERP assimilation (i.e. 
deployment/extent of 
adoption) within the 
organisation (T.EU.2) 
Liang et al., 2007 










Low user involvement 
(T.PM.4.2, T.OC.3.7) 
Poor data quality (T.IQ) Peng et al., 2010b 
Table 4. 32:  Substantiating quotes on ‘organisational characteristics’ and 





4.5.4.2. Change Management 
 Change management (T.CM) is a controlled identification and 
implementation of required changes within an organisation to enhance its 
business processes, policies, and procedures promoting the use of ERP 
system by staff effectively and obtain benefits (T.CM  T.EU). To 
implement the changes, two factors were identified as crucial. They are: 
 Team flexible to accommodate to the changing environment 
(T.CM.1) 
 Change management program and culture (T.CM.2) 
Team flexible to accommodate to the changing environment (T.CM.1) 
It was observed that few teams at ITL lacked trust in the organisation’s 
commitment to adequately provide support and so they were not flexible to 
accommodate the changing environment. This negative approach affected 
their attitude and perception towards the change management program. On 
the other hand, in teams which were flexible to change, learning 
opportunities, rigorous policies and rules, etc. were created easily. 
Change management program and culture (T.CM.2) 
As the name suggests, ‘change management program and culture’ is an 
environment through which changes can be implemented, enabling the 
users to use the system optimally. It promotes constant and proper use of 
the system, in the long run. The factors are: 
Garnering user interest and assistance (T.CM.2.1) 
ITL initially when the ERP system was launched, it lacked a good support 
structure. This had a huge negative impact on the system. Realising this, the 
organisation focussed on it and strengthened its support structure. This 
garnered staffs’ interest through continuous training, supportive 






Rigorous ERP policies and rules (T.CM.2.2) 
When the ERP system was first launched at ITL, the company lacked 
policies and rules relevant to the users’ use of ERP system. The existing 
policies could not encourage users to use the system effectively, creating a 
negative impact on the success of the implementation. However, when 
efforts were made by the company to have rigorous ERP policies and rules, 
it created a need for users to use the system, by putting pressure on them 
especially on staff that was reluctant to use. 
Nudging organisational culture more towards ERP-like values 
(T.CM.2.3) 
The study identified that nudging organisational culture more towards ERP-
like values like taking steps to overcome organisational inertia in ES 
implementation, steps to increase communication between departments, 
seeking data input from system users on an ongoing basis, etc. resulted in 
effective use of the system and thereby improving availability of information 
on the ERP system to perform tasks and make better decisions.  
Creating learning opportunity for users (T.CM.2.4) 
At ITL, users with a good understanding of software and work process tend 
to use the system more effectively. However, some staff for various reasons 
lacked that understanding. The only way to get around for such staff was to 
learn and so it was very important for the case study organisation to promote 
learning and provide them with such an environment. 
Cleaning up old and inefficient processes (T.CM.2.5) 
For ITL, to keep up to date with the latest trends and stay competitive in the 
market, it was highly important to ensure that the business processes were 
in line with latest standards and were up to date. This was achieved by 
cleaning up old and inefficient processes and promoting employees to use 






“Though you provide them training, they went back to doing what they used 
to do because no one told them any different. As in no one told them saying, 
right, you are doing a mailshot today or you need to send this out or you 
need to this today. No one probably said that. No one said, right use the 
ERP, find all the Engineering companies and send them an email and follow 
them up. That is probably the managers in them areas should be doing.” 
(T.CM, T.OC.3  T.EU.4) 
 
“In FD1, we have not made any amendments (any new fields) to ERP. All 
we have done in there, which was changing the way they work. So, by 
implementing call structures by saying people you need to ring this time and 
by changing the way they had areas and now they having their key 
accounts, now are bringing lot of money because everyone has equal 
opportunities and having designating call times and by putting boards on the 
walls that shows what week they need to target, things like that, which has 
increased sales. If it is a key account of a staff member, they have to make 
sure that it is up to date and all the information is correct in the partner, 
which is also helping cleanse the data in the system at the same time as 
them working.” (T.CM.2  T.EU  T.IQ.2) 
 
“To change something for those people, we have changed previously, 
having the live system when we were going through changing process, we 
did not change anything on the old system but we changed the way they 
worked, which had great benefits. They did not like it first but they saw 
results but they sought of reverted it back. Which is a bit annoying 
considering the amount of time you spent.” (T.CM.2.5  T.EU  T.II) 
 
“I believe change is individual to everyone. I think we cannot follow strategy 
as it has to be individual because everyone thinks differently and think it has 
to work for them (and they are not bothered about the benefits it can get for 
others). Say we are doing this change where we are implementing 
something new, one person might think that yeah it is a great idea because 
that is the human brain and they can see that working and so they are on 
board straight away. You got their attention because they think that it is 
going to be helpful. But the other person has also got a brain and might think 
that it is not going to work and then be reluctant to do it, even though they 
are doing the same thing, they personally don’t think it is going to work until 
they put in practice and see it does work.” (T.CM.2.1  T.ET.2.1  T.EU) 
 
“A department’s staff was not reluctant to change and they were quite happy 
to use. Whereas with another department, they knew that the change was 
coming. Because it would help them, they did not know what they are getting 
and how they are getting but they knew that it would possibly will help them 
so they were not as reluctant to change as they were 18 months ago when 
we first started to change what they were doing and not the system. So I 
would say that they were much better, some staff are much better whereas 
some are still learning and that is how they are. They will learn over a period 




need to do it now. It is not going to work.” (T.CM.1  T.CM.2  T.ET  
T.EU) 
 
“Sometimes we cannot convince the manager to bring in changes but then 
we have to go over the manager’s head to bring in change.” (T.CM.2.3) 
 
“There is no place where every member can go and find the relevant 
information. There are videos that we have done but they are in individual 
departments. That was again a change. The business support department 
took it on board and made videos and they use it now. They are the only 
department that use. The marketing department manager and the staff did 
but they never use it. It is again a good idea to have but what policy says 
that you have to use that video to train people.” (T.CM.2.2  T.ET.1.2  
T.EU.2.1) 
 
“One of the most effective points from generating business and what the 
ERP system could do for us was definitely the time you spent in FD1 to the 
point that we have succeeded to doing it again. Because I think they knew, 
that you had the knowledge of what they were not doing right on the system 
and I think now that we have come away and they know that their manager 
does not know that, I think it slipped again.” (T.CM.2  T.EU.2, T.EU.3) 
 
“We print lot of paper and it is because that lot of people who should be 
using the system don’t use the system properly. When we have 
assessments, we print off the application forms anyway, because when we 
see them face to face, we need to fill in an interview sheet and speak to 
them, so it was easy.” (T.CM.2  T.EU.4) 
 
“My staff is very positive about the new system. I know that the senior 
administrator has hidden the spreadsheet that they used to use, forcing the 
other administrators to use only the system. He would not have done that if 
he did not believe in it.” (T.CM.2  T.EU) 
Relationships between Identified Themes Triangulating with 
existing literature Theme Affected Theme 
Team flexible to 
accommodate to the 
changing environment 
(T.CM.1) 
Better ERP usage 
(T.EU) 
Fang An-ru et al., 
2009 




employees during the 
implementation (T.CM.1) 
(Negative) attitudes and 








Rigorous ERP policies 
and rules (T.CM.2.2) 
Constant and proper 
use of system (in long 
run) (T.EU) 






Chou et al., 2014b 








Fang An-ru et al., 
2009 





Seeking data input from 
system users on an 
ongoing basis (T.CM.2.3) 
(Improving) availability 
of information to system 
users (T.IQ.1) 
Allen, 2008 




Hung et al., 2012 
Success in overcoming 




benefits from ES use 
(T.EU T.OI) 
Seddon et al., 2010 
Change management 
(T.CM) 
Perceived benefits for 
the organisation (T.OI) 





Zabjek et al., 2009 
Change management 
























culture more towards 
ERP-like values 
(T.CM.2.3) 
ERP success (T.SEO) Hawari et al., 2010 
Techno change 
management (T.CM) 
Efficient and effective 





of projects to leverage 
off ERP system 
(T.M.IS.1.5) 
Staehr et al., 2012 
Table 4. 33:  Substantiating quotes on ‘change management’ and 
triangulating with existing literature (Source: Author & Literature) 
 
4.5.4.3. Education and Training 
The study recognised that providing users of the ERP system with a platform 
to learn and also provide good education about the ERP system (during both 
implementation and post-implementation) helps the users to understand the 
system thoroughly and also perceive the benefits that the system can 
provide to them (T.ET  T.EU). This positive notion and knowledge of users 
made staff at ITL use the system effectively, with fewer mistakes made. 
Two factors were recognised to ensure that the end users get sufficient 
training and support. They are: 




 Effectiveness of the education program (T.ET.2) 
Knowledge sharing platform (T.ET.1) 
To share knowledge or effectively train users, ITL had to first and foremost 
provide a knowledge sharing platform i.e. a knowledge transferring climate 
in which the ERP knowledge (i.e. both software and work process 
knowledge) sharing was promoted.  
This can be categorised into three factors: 
 Knowledge-sharing community (T.ET.1.1) i.e. an established central 
support organisation / organisational design which continuously 
supports users to get knowledgeable and get updated about software 
and work process. E.g. an organisation having ERP champions in 
place for each department. 
 Providing a common frame of reference to all ERP activities 
(T.ET.1.2) i.e. user manuals, documents, videos, etc. that the users 
can refer to when they have queries. 
 Using both formal (meetings, workshops, training sessions, etc.) and 
informal (informal discussion between colleagues, etc.) knowledge 
transfer mechanisms (T.ET.1.3). 
Effectiveness of the education program (T.ET.2) 
So how can this ERP knowledge be shared effectively using the provided 
knowledge sharing platform? An organisation might have an excellent 
platform in the form of a community, mechanism, and documentation in 
place that promotes sharing knowledge. The users, however, might still not 
be interested to share knowledge due to their personal disadvantage (like 
losing importance, etc.). Similar observations were made at ITL even after 
deploying a knowledge transfer climate. It was identified that it is very 
important for an organisation to have: 
 Efforts from staff (i.e. seniors, colleagues, subject matter experts, 
etc.) to have individual users understand the value and functions of 




 Strategic knowledge management to make organisations 
transformable, innovative and completely advantaged (T.ET.2.2) 
 
Substantiating Evidence 
“Only I in this company got the privilege to understand the ERP system and 
probably still only me. Like the consultant showed me what the buttons do, 
this is how you create an opportunity, this is how you create a sale order, 
etc. I was shown how to do it but I did not know why to do it. So that is why I 
went to each department, to understand the process.” (T.ET.2.1) 
 
“I know that the consultant explained it to the chief executive. However, I 
don't think it was explained to the general staff. Because, it was told to every 
department that this is your bit and this is how you do it, etc. Because 
everyone in the company can only see certain bits that they need to, so they 
would not be able to know about other departments or other modules.” 
(T.ET.2  T.EU  T.II  T.OC) 
 
“It was identified and further training was given by showing them literally 
everything. Even after providing training, I would still not say that they are 
using it properly. I think it was a big change to them and they were just doing 
what was required to survive at work maybe and they were doing what they 
needed to do get the job done by however they managed to do it. It might be 
taking them a lot of time but now we have shortened the time it takes by 
adding new fields and by changing the process by revisiting them. Now 
probably have got a smoother process. But if you ask me if they were using 
it, well they were using it but not effectively.” (T.ET, T.CM, T.OC  T.EU) 
(T.PM.3  T.SD  T.EU) 
 
“There was no difficulty in training because I enjoy training people. There 
was no difficulty in telling them what it is, the difficulty was in to retain what I 
told them because everybody is different and everybody learns different. So 
you have got that human aspect of learning as everyone learns differently 
and at different paces.” (T.ET.2.1, T.PC.3, T.OC.3.7  T.EU.2) 
 
“So the approach you take with person that yeah it is a good idea is 
completely different from the one who does not. So the best way to do it is to 
get them on board and help them bring them with them, which is something 
that I learned i.e. getting someone on board who knows it to drag and pick 
the pieces of the other person. Say for example the staff in the recruitment 
department. One staff member took to the new system, like she listens, told 
her once, she asked me a couple of questions, you sort of tell her and she 
was on it clicking and doing quite well. Whereas another staff member was 
still not thinking about the new one. She was thinking about what she to do 
and she was not listening. But this is the way she learns and learns 
differently. So I did not spend any more time, I initially spent evil time but I 




T.ET.1.1, T.PC  T.EU T.II  T.ET.2.1  T.EU) 
 
“I know there is documentation for the old ERP system. It is not how to do a 
job though. It was about what a button does. So it would not help in any kind 
of way to do your day to day job. There was no process like we have for how 
to book a holiday, which is what we are going to do on the new one. But 
there is no how to guide to do your job. For recruitment department, I made 
one at a later stage explaining what each thing is and that is because there 
were new things. I created and showed them, put stages in, created them a 
dashboard and showed where things were and gave them a day to day 
process.” (T.ET.1.2  T.EU.2.2) 
 
“I did not actually sit down on the system with the ERP consultant and go 
through it. He showed us of the white board and explained what did what 
and I just picked it up by doing it and if you hit the wrong button then pray 
that you have not done something wrong.” (T.ET.2  T.EU.2.1) 
 
“The ERP consultant was based in the FD1 department, so once the CRM 
got brought in, we did not really see him. We had the training and that was 
it.” (T.ET.2) 
 
“I don’t remember if any documentation was provided to us, which explains 
like do this or this is the way you do that.” (T.ET.1.2) 
 
“There was no one supporting the ERP system for a while until a tutor was 
promoted to maintain the IT systems for the company. But between our 
department staff, we worked out how to make best use of it and work in the 
best way we could. Once he was based in this position, we got quite a lot of 
training because we asked for it. There were quite a lot of staff in the 
company that were not using the system properly or did not want to use the 
system or did not know how to update/do things like that, so we all got extra 
training. If you implement something, you have to make sure you train your 
workforce properly to use it because it is alright to have all singing and 
dancing system but if half of the people are not using it and half of the 
people are using it, then it is not going to work. It is only as good as you put 
into it at the end of the day.” (T.ET  T.EU) 
 
“The new ERP system is a lot motivating because the managers can now 
see that we have got so many candidates for one vacancy and they can see 
where the vacancies and applications are up to. Instead of thinking that we 
are not doing our job properly, they can see easily the reasons for unable to 
match a vacancy (e.g.: no candidates, CV declined, etc.). I know the CEO 
can also look at the information. She was talking to my manager the other 
day asking what does this mean and what does that mean, etc. My manager 
was saying that the CEO is watching us now as she can see everything. I 
said to my manager, that is really good because that makes easier for them 
to understand that we are doing our job but we can only do so far. If we have 
got no candidates, then it is going to take a while to match it. So that is going 
to make it simpler as helps us to communicate information easily to the CEO 





“We love the new version and the features we got. I was again apprehensive 
at first but once you get used to it and when we got to see what it is going to 
be able to do for us, you get confident.  I am a visual learner and if I do 
something wrong, if the trainer can tell me that “you have done that wrong 
and let me sort it out for you and tell me that I should not be doing that 
again”. It eases your nerves a bit when you are using it.” (T.ET.2.1  
T.PC.2) 
 
“I still think people who are using the old system are still scared of it and 
similarly people who have moved to the new one, are scared and will be 
even after five years’ time. But I think it is personal thing, it is them sacred of 
change in a way and them not being lazy. I don’t think anyone is lazy to use 
the system. Everyone are and will be using the system. I think it might be 
that they are not tech savvy for example as they might not have been 
brought up around it but I think that it is just them as a person. I think helping 
them by coaching and make them use it and try, built confidence as much as 
possible.” (T.ET  T.EU.2  T.PC.2) 
 
“We got the training form the person who built the system and no one else 
other than him knew the system well. I think the IT co-ordinator was brought 
in to understand it. As an example, what goes in the background as such, if 
the system stops working what to do, so on and so forth. I think the training 
was provided as long as we needed it but there is a point where you have 
been taught everything that you need to know. And you just need to carry on 
using it. Because, I always believed that, the more you use the system, the 
less scared you are, the more confident you get. It is like driving a car.” 
(T.ET  T.EU  T.PC  T.EU) 
 
“Even if we had an excellent system, I don’t think the staff in my department 
would have used the system’s capabilities and understand what the system 
can do for them because they did not get trained.” (T.ET.2.1) 
 
“I think if the staff are told and shown how to use the system then I think 
then they will use it. I think the fact is that lot of people that do not 
understand what the system can do.” (T.ET.2.1) 
 
“The IT coordinator spent time with staff and training them, but it needs 
everybody. He did not spend any time with the engineers. None and I know 
that as a fact. They were shown just how to tick a learner in. How long that 
will take, I would say five minutes.” (T.ET.2.1) 
 
“The support was there and as you move on there needs to be tweaks here 
and there. The support was there but it was a bit daunting because it was a 
new system.” (T.ET  T.EU  T.PC.1, T.PC.2  T.EU.4.2) 
 
“I think the IT coordinator is a great support because he knows the 
background of the system. If I do have an issue and I need to talk to him 
about it, he will come and sit with me and shows me how to do things and I 




Obviously he has other areas in the business that he needs to concentrate 
on but usually if I ask him something quickly, sometimes he might not know 
the answer but he will find out and come back to me.” (T.ET.2) 
 
“With holidays, it is sometimes out of my control because I am only 
coordinating the holidays and it is other people that are inputting. So the 
worry there is, are the other people to put a holiday on correctly and that 
really is out of my control unless I go and see them and explain how they 
can make a holiday request or provide them a manual explaining how to 
make a holiday request. Last time we did a manual, a step by step until they 
got used to the system.” (T.ET.1.2, T.ET.1.3) 
 
“We provided guided notes and I was there to help them whenever required, 
I think it assisted in smooth running. I think if the staff did not have any 
support, then they will be reluctant to use the system.” (T.ET.1.3  
T.EU.4.2) 
 
“As long as staff understands about how to use it and we give them the right 
training because sometimes we find that when we have a new starter, they 
do struggle with understanding the system. So we do need a training and 
that is what we lack is being able to offer them a training programme. 
Whether we could do that by saying (when they first come in) we have a 
process that they need to follow. But even that is difficult if you don’t know it. 
So we could do a mini training programme together and be as a user guide 
explaining how to operate the system and it does not need to be a detail 
booklet. It just needs to be something simple because they probably only 
need about 10 basic steps to follow on a daily basis (with the reporting, 
opportunities and dashboards) thereby understanding the system and what 
it could do.” (T.ET.2.2) 
 
“From the CRM there was only a short manual produced but it was more 
about what the function meant. I think the ERP consultant probably ran out 
of time, I think there was an intention do so but it never got done. So from 
there, it is always difficult if we start somebody new. The IT coordinator will 
show them the basics of how to use the system but that is it. They have to 
just learn and thrown in, even though they are given our process which is 
through our policies as our quality standards are such, it still does not make 
any sense to them. So we should spend more time training them. For us 
really, the more they know about the system, the more they can draw out the 
information themselves and make it useful tool for themselves.” (T.ET.1  
T.ET.2) 
 
“I have asked the IT coordinator because at the beginning people come in 
here and overloaded with understanding what their job is and is learning 
about the system, because there is a lot to it, lot of processes are in 
between and I have asked the IT coordinator to spend some time with our 
FD1 staff who joined six months ago. Now that they have been here for six 
months, it is just a recap to show the system to them to make sure that they 
are following the right way because they might learn shortcuts because they 






“I had full day’s training on the system with the IT coordinator, an intensive 
day’s training. And then I sat with other FD1 staff for about 2-3 weeks where 
it was much every time I was using it I was asking questions but I do pick 
things up quite quickly.” (T.ET.2.1, T.PC.3  T.EU.2) 
 
“The FD1 team leader sat with me and showed me how to use the system 
for a day. I made notes but as I was doing things I just asked the questions 
as and when I needed to.” (T.ET.1.3, T.ET.2.1) 
 
“We do not have a manual as such which will tell us about the steps that we 
need to follow. I have return my own manual but I have not been given one. 
It will definitely help us if we have a standard manual that we can follow.” 
(T.ET.1.2) 
 
“I think regularly training the staff will help in getting around these issues but 
it is not being done.” (T.ET.2.1  T.EU) 
 
“I had enough training for me being able to do my job throughout the day. 
But it is only when I watch other people and think oh, is that what you do. I 
was shown things in one way and when I discuss sometimes with somebody 
they tell me that I don’t need to do in that way and they show me how it 
could be done in a simpler way. If I am not sure of something, then I ask my 
colleagues.” (T.ET.1.3) 
Relationships between Identified Themes Triangulating with 
existing literature Theme Affected Theme 
User education and 
training (T.ET) 
Fewer mistakes (T.EU) Fang An-ru et al., 
2009 
ERP training (T.ET) User beliefs regarding 
the benefits of using a 
system (T.EU.1.2) 
Sternad et al., 2011 
User manuals (T.ET.1.2) Perception of ease of 
use (T.EU.1.2) 
Sternad et al., 2011 
Knowledge sharing 
(T.ET.2.1) 
ERP system usage 
(T.EU) 













Training and assistance 
enabling user to 
understand meaning of 
ERP system(T.ET) 
Perceived usefulness 
and ease of use 
(T.EU.1.2) 
Abugabah et al., 2009 
Users (both staff and 
managers)  not receiving 
sufficient and continuous 
training (T.ET.2.1) 
User uncomfortable to 
use ERP system in their 
daily jobs (T.EU.2) 
Peng et al., 2010b 
Effectiveness of the 
education program 
(T.ET.2) 




Degree of data accuracy 
(T.IQ.3) 






support  organisation) 
(A stable) knowledge 
sharing platform that 
can be used to provide 
a common frame of 
reference to all ERP 
activities (T.ET.1.2) 





Hung et al., 2012 









between ERP system 
usage and ERP system 






User training and 
education (T.ET) 
Perceived benefits for 
users (T.II) 
Bazhair et al., 2015 





Ram et al., 2013 




Ram et al., 2014 
User training (T.ET) Post-implementation 
success (T.SEP) 
Kronbichler et al., 
2009 





Users (both staff and 
managers)  not receiving 
sufficient and continuous 
training (T.ET.2.1) 
Operational staff 
reluctant to use ERP 
system (T.EU.4.2) 
Operational staff 
inputting incorrect data 
to the system (T.EU  
T.IQ) 
Staff unable to obtain 
needed data and 
information from the 
system (T.IQ.5) 
Front-line managers 
refusing to use the ERP 
system (T.EU.4.2) 
Peng et al., 2010b 
Lack of appropriate 
information and training 
in preparing employees 
for the system and 
process changes after 
system’s deployment 
(T.ET.2.1) 
(Negative) attitudes and 












Jones et al., 2008 





Jones et al., 2008 
Providing training and 
informational question 
and answers sessions 
(T.ET.2.1) 
(Improving) availability 
of information to system 
users (T.IQ.1) 
Allen, 2008 
Efforts to have individual 
users understand the 
value and functions of 
ERP systems from 




capacity of individuals 
for successful 
enterprise-wide 
implementation of IS 
(T.PC.3) 
Park et al., 2007 
User training (T.ET) Post-implementation 
success (T.SEP) 
Kronbichler et al., 
2009 
Training programme that 
would teach purpose as 
well as skills (T.ET.2.1) 
Teaching skills directly 
related to what each 
trainee faces in the 
workplace (T.ET.2.1) 
Offering well-resourced 
post training support 
(T.ET.2) 
ERP success (T.SEO) Hawari et al., 2010 
Strong capability of ERP 
KM (T.ET.2.1) (ERP 
system KM, ERP 
customised engineered 























User training(T.ET) ERP project outcomes  
(T.OI) 
Agaoglu et al., 2015 
End-user training (T.ET) Relationship between 
organisational fit and 
ERP project success 
(T.PM.3  T.OI) 
Hung et al., 2013 




Recurring and ad hoc 
exchanges between 
different stakeholders 
responsible for evolution 
of ERP (T.M.IS.2.3) 
Goyette et al., 2014 
Education training and 
support (T.ET) 
Efficient and effective 





of projects to leverage 
off ERP system 
(T.M.IS.1.5) 
Staehr et al., 2012 
Table 4. 34:  Substantiating quotes on ‘education and training’ and 





4.5.5. Service Quality 
Several researchers like Ifinedo et al., 2010 define ‘Service Quality’ as the 
support that an organisation receives from ERP provider. However, the 
researcher would challenge with this statement and agrees with Govindraju 
et al., 2014 that along with quality of the vendor support, internal service 
quality (i.e. quality of the support from stakeholders from within the 
organisation, who is involved in development and implementation of the 
system) is an important measurement which impacts the users’ usage of the 
system. From the study, the researcher defines ‘Service Quality’ as the 
quality of the overall support delivered by the team (i.e. the vendor and the 
stakeholders within the organisation) who is involved in developing and 
delivering the ERP system. 
The researcher categorises ‘Service Quality’ into three dimensions (which 
will be explained in detail in later sections): 
 Vendor Support 
 Project Team Competence 
 Project Management 
Vendor Support




Figure 4. 10: Service Quality and its categories (Source: Author) 
 
Several researchers measured service quality in several ways. Chien et al., 
2007 measured it in terms of: ERP service level, reliability of ERP service, 
and responsiveness and assurance of ERP service providers. Similarly, 
Abugabah et al., 2009 measured in terms of: reliability and response time, 




of Ifinedo et al., 2010, the researcher agrees with how they are measured. 
They are: 
 Service reliability (T.SE.1): The ability to ensure a reliable and 
proper service. 
 Service dependability (T.SE.2): The dependability of internal and 
external stakeholders to receive service in terms of responsiveness, 
assurance, cooperation, and commitment. 
 Quality of expertise (T.SE.3): The advising capability of the project 
team to meet the scope and performance expected from the system. 
 
Substantiating Evidence 
“In middle of the project, the company was split into two, which was not part 
of the plan of the project. However, the project team was flexible to changing 
needs of business and adapted accordingly, thereby successfully delivering 
the project to meet the changed needs of business.” (T.SE.2) 
Relationships between Identified Themes Triangulating with 
existing literature Theme Affected Theme 
Service quality (T.SE)  Use dimensions 
(Intention to use 
(T.EU.4), User 
satisfaction (T.EU.1)) 
Chien et al., 2007 
Perceived service quality 
(T.SE) 
Perceived usefulness and 
ease of use (T.EU.1.2) 
Abugabah et al., 
2009 
Service quality (T.SE) ERP use (T.EU) 
User satisfaction (T.EU.1) 
Extended use (T.EU) 
Hsu et al., 2015 
Service quality (T.SE)  Individual impact (T.II) Ifinedo et al., 2010 
Table 4. 35:  ‘service quality’ and triangulating with existing literature 
(Source: Author & Literature) 
 
4.5.5.1. Vendor Support 
Vendor support is the support that an organisation gets from the ERP 




assistance, upgrades, emergency maintenance and troubleshooting, user 
training, etc. At ITL, it played a crucial role in meeting scope and 
performance expected from the ERP system, within allocated budget and 
time. The study recognised that it has to be measured in terms of:  
 Responsiveness and assurance of ERP service providers 
(T.VE.1) 
 Vendor’s advising capability (T.VE.2) 
 Providing sufficient technical support and consulting advice 
(T.VE.3) 
 Hype created by vendors to sell ERP (T.VE.4) 
Responsiveness and assurance of ERP service providers (T.VE.1) 
Responsiveness and assurance of the ERP service vendors impacted how 
much the case study organisation trusted and depend on them. They can be 
defined as:  
 ‘Responsiveness’ is the willingness of the service providers to help 
customers and provide prompt service in reaching users’ demand in 
time.  
 ‘Assurance’ is the ability of the vendor to inspire trust and confidence 
through their knowledge and courtesy. 
Vendor’s advising capability (T.VE.2) 
The advising capabilities of the vendors can be categorised into two factors: 
 Industry experience of consultant (T.VE.2.1) 
 Project management capabilities of the consultant (T.VE.2.2) 
For ITL, the vendor who initially implemented the ERP system did not have 
any prior experience in the relevant business area or even software domain. 
This had a huge impact on the ITL’s initial success of the system. The study 
recognised that a vendor with an experience relevant to the nature of the 
client organisation’s business domain area and the implemented ERP will be 




the expected scope and performance from the ERP system. The study also 
recognised that a vendor’s project management capabilities decide if the 
project gets completed within agreed scope, time, and budget. A vendor with 
good capabilities prioritises tasks and cuts down unnecessary waste of time 
and budget, thereby meeting the expected outcome. 
Providing sufficient technical support and consulting advice (T.VE.3) 
For ITL, as the consultant who implemented the ERP system could not 
provide much technical support, to upgrade their system they went with a 
different consultant who had relevant expertise and this benefitted the 
company. It was identified that as the vendors bring in the expertise that the 
organisations lack, the role of their knowledge transfer to the project team is 
very crucial and is one of the governing factors that decides the success or 
failure of the project. The support is generally of two types: 
 The technical knowledge as in providing/developing the IT solution 
and transfer knowledge required to the in-house IT team to maintain 
and train the staff on how to use the system. 
 The consulting advice i.e. providing sufficient advice on business 
process reengineering and change management. 
Hype created by vendors to sell ERP (T.VE.4) 
Vendors, to gain business from the ERP implementing organisation, create 
hype and sell the ERP system (that are knowledgeable of) as the ‘best 
practice solution’ for the organisations problems. They try to sell ERP to 
employees by demonstrating some of the features and what it can do for the 
company. A similar observation was made at ITL. For the ERP implementing 
organisation, this created a notion of easy to implement and use, which at 
times in reality was not true, leading to investing in the wrong product and 
choosing the wrong vendor (i.e. lack knowledge and support skills), 
ultimately resulting in failure of ERP implementation. These expensive 
projects can have a huge impact on SMEs like ITL who are generally faced 






“They were not even using the logged customer service information until you 
started here. They were identified only when you started here. They would 
not have had done as much as they do now. This is something that we have 
implemented now to make them log all that key information. It was the first 
thing that we did after you joined. But before, it was not recognised it was 
needed. I just knew how to use everything so it was sort of left with me to 
maintain, restart the ERP, because it used to crash a lot.” (T.VE.1, T.VE.2  
T.ET  T.EU) 
 
“The FD3 department were logging information on the CRM module. They 
were doing probably what they were told to do.” (T.VE.2.1  T.ET  
T.EU.2.2) 
 
“I think the implementation consultant showed it more like a IT solution and 
not as a business solution. I don’t feel he did. I think the implementation 
consultant was looking to provide us with a system that would make our life 
easier and more simplified. The discussions that me and you had like the 
analysing, the management tools. We did not have it then. It was more of 
you will be able to see this but he was not as deep and forceful the way you 
are doing it, that probably made more people interested in it. It was like, I 
need to build the system to help you to undertake and exercise to selling 
commercial courses, selling apprenticeships and knowing where you are at 
any point of time. And what he did, we never had before.” (T.VE.2.1  
T.VE.3) 
 
“When the system was first getting developed, the consultant spoke to me 
and another staff but because the ERP consultant was based in FD1 
department, that part was the part that they wanted it to be done. He did 
come and see us for half a day I think it was. We had discussions and we 
spoke to him and then we got it, it was nothing like what we asked for. The 
other staff member was a bit miffed with the ERP consultant, saying that the 
consultant did not spend enough time with us but that was him and not us. 
But it was all FD1 orientated when it came out. So we got, not put on the 
backburner but we got a bit of what FD1 got.” (T.VE.3  T.PM.2  T.SQ.2) 
 
“You first need to understand, how this company works, policies and 
procedures. You obviously had to come in blind and learn how we operate. 
The only way to do that is going in to each department and dig in. The one 
difference that you have done is you incorporated all of them together. 
Whereas the previous consultant made on system and then the other 
system. I don’t know if it is time or any other reason.” (T.VE.2.2) 
 
“There was a need for us spending time with the consultant as how can a 
consultant understand what we need without spending time with us.” 
(T.VE.2) 
 
“I believed in what the system could do for us after our meeting with the 




deliver. Towards at the end I had no confidence in him and I just did not like 
him because he promised something and did not deliver. He should have 
been clear. He should have gone out after that day to maybe the deputy 
CEO and say that it is impossible given the time constraints. I will give them 
this but that is the best I can do rather than have people’s hopes and 
expectations up and high, waiting for this all singing and dancing system to 
improve what we can do and we ended up with just a database that was 
quite laborious in manager. I just did not find it slicker or anything. I am not 
putting it down completely. It was an improvement in what we had. But if you 
weighed with the amount of administrative time we had to put into the 
system comparing with the benefits we got. I think they outweighed each 
other.” (T.VE.4) 
 
“A lady came in and we had funding for her to come in and train our 
department staff. We had a meeting together and I told her what we need. 
We had another sales department but they were not cross selling. That was 
the key and we wanted them to cross sell and understand how to do it. My 
team are like telesales so we were contacting the companies through phone. 
Whereas the other sales department would go out. So it was about how we 
can bring the two companies together and make sure that they sell 
everything that we can offer and vice versa. The benefit was that they were 
definitely cross selling as it made them understand to sell products. It 
certainly brought in awareness.” (T.VE.3  T.ET.2.1  T.EU  T.WI) 
 
“The consultant gave us training but If I am perfectly being honest, it was not 
enough. I am not saying that he should have sat beside next to me every 
day. But the training he gave us was short and was on a whiteboard. So it 
was not anything like training on the system. I am a visual learner; I need to 
do it to work out how to do it.” (T.VE.4  T.ET.2) 
Relationships between Identified Themes Triangulating with 




organisational fit and 
ERP project success 
(T.PM.3  T.OI) 
Hung et al., 2013 
Unable to receive 
sufficient technical 
support form system 
vendors (T.VE.3) 
Not quickly overcoming 
technical bugs of the 
system (T.SD.3) 
System not properly 
modified to meet new 
business requirements 
(T.SD.1) 
Peng et al., 2010b 




with the ERP vendor 
(T.VE) 
friendliness (T.ES.3) 
Industry experience of 
consultant (T.VE.2.1) 
Project management 




Hung et al., 2012 
Vendors selling ERP as 
‘best practice solutions’ 
(T.VE.4) 
Organisation’s notion of 
easy to implement and 
use by organisations 
(T.EU.1) 
Wagner et al., 2007 
Hype created by vendors 
to sell ERP to employees 
about what it can do for 
the company (T.VE.4) 
User perception about 
ERP capability (T.EU.1.2) 




System quality (T.SQ), 
information quality (T.IQ), 
Individual impact (T.II), 





relationship with outside 
experts (T.VE.2.1) 
Earnings before interest 
and taxes (T.OI.1.1) 
Return on investments 
and assets (T.OI.1.1, 
T.OI.1.2) 
Galy et al., 2014 
Vendor support and use 
of consultant (T.VE) 
ERP project outcomes  
(T.OI) 
Agaoglu et al., 2015 
Level of appropriate 





Role of ERP integrator 
(external consultant) in 
Long term viability of 
ERP system (T.OI.2.3) 






External support (T.VE) ERP post-implementation 
success (T.SEP) 
Nejib, 2013, Zhu et 
al., 2010 
Client-vendor alignment 
and co-operation (T.VE) 




Law et al., 2010 
External support (T.VE) ERP implementation 
success (T.SEI) 
El Sawah et al., 
2008 
Vendor’s timely response 










Peng et al., 2010b 
Table 4. 36:  Substantiating quotes on ‘vendor support’ and triangulating 
with existing literature (Source: Author & Literature) 
 
4.5.5.2. Internal Project Team Competence 
The researcher through this research identified that along with vendor 
support (i.e. external service quality), internal project team competence (i.e. 
internal service quality) also plays an important role in the success of ERP 
system. It can be categorised in two sub factors: 
 Quality of expertise and experience of team providing service 
(T.PT.1) 
 Project and workgroup ERP champions (T.PT.2) 
Quality of expertise and experience of team providing service (T.PT.1) 
For ITL, having a powerful project team during up gradation/re-
implementation phase of the system had a high impact on the effectiveness 
of the project management and ultimately resulted in better ERP usage, as it 




training. The study recognised that a team which has low expertise and 
experience fails to meet the expected scope and performance from the ERP, 
thus leading to failure of the system. So it is important for the internal project 
team to have two sets of skills: 
 Skilled in-house IT/ERP professionals (T.PT.1.1) 
 Professional management background and role of MIS leaders 
(T.PT.1.2) 
An IT team which has poor skills will be unaware and waste resources like: 
investing time in duplicate implementation system, avoiding system 
customisation where required, etc. Similar observations were made at ITL 
during the initial implementation phase, which were only rectified during the 
post-implementation/ re-implementation phase. So it is very important to 
have and retain skilled IT professionals, who can implement and maintain an 
effective, easy to use system with all the expected functionalities. 
Similarly, the internal project team needed to have MIS leaders who had 
good professional management background as they are generally 
responsible to get/build an IT system which meets the company’s goals and 
visions. They generally drive synergy between actual structures and those 
assumed within system design. Having good MIS leaders resulted during the 
post-implementation/ re-implementation phases ensured: 
 Right requirements were gathered, prioritised and were converted to 
an IT solution. 
 Business process was enhanced, improving the efficiency of users. 
 The project was completed in time and budget. 
 Convincing users towards change and sufficient training was 
provided. 
Project and workgroup ERP champions (T.PT.2) 
Project and workgroup ERP champions played a crucial role in users 




Presence/Role of project champion (T.PT.2.1): Several authors have 
identified that the role of project champion is one of the critical success 
factor in ERP implementation projects. Some relate it to the project sponsor 
and some relate it to the project manager. Esteves et al. (2002) say that role 
of the project champion is that of the project sponsor however, has some of 
the responsibilities of the project manager. They have positional power and 
use this power to benefit the project, which is generally beyond their 
expected and traditional job responsibilities. The author inferred similar 
opinion based on the observations made at ITL. 
Presence/Role of workgroup ERP champion (T.PT.2.2): They are the 
experts of software and work process relating to their workgroup. At ITL, 
they were also the carriers and promoters of change in their department and 
came back to the project champion with any issues the department had 
relating to the ERP system or anything that was hindering their performance. 
This feedback resulted in new cycles with new requirements, training needs, 
change management needs, etc. For successful working of the above 
mentioned, it was recognised that the workgroup champions should have 
following qualities: 
 Generally interested in IT systems 
 Quick to grasp 
 Interested to share knowledge 
 Strive to make things better and are flexible with change 
The combination of a good project champion and knowledgeable ERP 
champions plays an important role in user buy-in and usage of the system. 
At the case study organisation, they acted as the leaders of the knowledge 
sharing community i.e. an established central support organisation which 
continuously supports users to get knowledgeable and get updated about 
software and work process. 
 
Substantiating Evidence 




CPU on the cloud as it would stop the ERP system from crashing but I was 
advised not to by the organisation who maintains our IT Systems. They said 
it is not that. They checked it and everything was fine. I asked them if 
increasing the RAM will help and they replied saying no and said the 
operating system needs updating. However, when you joined, you just 
updated the RAM and CPU and it just worked. If I remember it correctly, we 
increased from 1GB to 2 GB and it slightly improved things and then we 
increased to 4GB and then finally to 8GB RAM. We also increased the CPU. 
The ERP system does not crash now.” (T.PT.1.1, T.VE.3  T.ES.4  
T.EU.1) 
 
“The consultant basically went through the sections. He said, it's really what 
they want. I don't think he knew what FD3 department wanted. He just built 
what they asked for. This was a similar case with FD2, which he went with 
the department manager and did not understand much of the terminology, 
he just did what he was told. The consultant wanted the manager to try in 
one way but the manager said that he wanted in another way.” (T.PT.1.2, 
T.VE.2.1  T.PM.2.3  T.SQ) 
 
“I was told not to modify the system, thinking about it then I was none the 
wiser. I was told not to do it. I was told, there was no need to go into it and 
there was no reason for me to go into it. There was an extra link created to 
create new users and I was told not to touch anything as everything is 
working. I was told there was no need to fiddle and so I was not shown 
anything technical.” (T.PT.1.1  T.ET.2.1) 
 
“I was working with the recruitment team looking at their process in-depth to 
see how they could work better, because they were complaining that the 
system was rubbish. It wasn't what they wanted so what we did was we 
looked at how we could streamline it. It was mainly trying to improve the 
working process. They did not have a sheet, which explains the working 
process and how they should go and find a learner. So the BU3F2 manager 
went through and said this is what we should do and these are stages we 
press and then we change it this stage and then to this, so literally he talked 
me through everything. He then created a presentation of how it should be 
done, which we went through. I then looked at the presentation, and saw 
what we did not need. There will probably too many stages, it just literally 
reduced them to few stages. But what they were doing, because it was such 
a mess, the recruitment officers were just matching their own candidates 
using the same pool of learners that the matching officers were using. So 
everyone was diving in and matching their own candidates. It was a mess 
and there was no workflow. So I made dashboards for everyone and made 
them go through a workflow. So this workflow was made and issued to the 
new staff through an email and it was working. But in order do that, we need 
new fields, but obviously the consultant was not here, so we had to ask him 
to make for us.” (T.PT.2.1  T.PM.2.1, T.PM.2.2  T.PM.3  T.PM.4  
T.SD  T.EU) 
 
“So when you joined, you were looking at, if people were logging 




You used to say it is a tool and you can use the data to identify trends and 
how it can be used to grow business. So if there was no data, so we should 
get data in. That is when we understood that not much data was available 
and our first mission was to get data in. That is when we together went and 
found out that they were not really using it and there was not much data 
available. Which is then when we made them to use it again. Similarly, we 
found that the FD1 were not using it, well they were using it but they would 
not logging all the information. Similarly, recruitment team was not using it to 
log all the information. That is probably when I was made the Auditor by you 
and the chief executive, basically it needed someone to make sure that 
people are using it on a regular basis. And if they were not, identify them 
and then report it to the managers.” (T.IQ  T.EU) (T.PT.2.1  T.ET, 
T.CM.2  T.EU  T.IQ) 
 
“I can't change individual permissions on the ERP system. And I was told, 
never to play with them. Similarly, on the ERP system, I don't know how to 
change individual permissions and even if I did I'm not sure about what other 
places gets affected.” (T.PT.1) 
 
“I never tweaked the system but I used to restart the system when it went 
down and also sometimes report could go funny which would throw errors. 
So I had to restart the system. I did not know anything technical apart from 
logging into the server and restart it if required. But a lot of the time, say 
when people put the information wrong and due to that for example a sale 
order used to not show up, so I used to resolve it, etc. Basically there was 
only me. So if they had a question then I had to find an answer.” (T.PT.1.1 
 T.SD, T.ES.4) (T.PT.1  T.ET.2.1  T.EU) 
 
“The designing of the system was not rocket science to me originally. When 
I think of the way I changed it using things and maybe it did become 
longwinded but there was no other way of what I tried to get out of it 
especially in the recruitment department. Basically they had just two lists (a 
vacancy list and a candidates list) on the ERP system. That is how it was 
left. So the design was to match a list to another list. So there was not much 
design for that department. Candidates you match to the vacancies in a 
manual way using the system. Similarly putting a sale order on, you put the 
information and it confirm. It was not really difficult. It was a bit ugly.” 
(T.PT.1, T.PT.1.1  T.PM.4.1  T.SD) 
 
“We requested the IT coordinator on numerous occasions for new features. I 
think he used to say that he will look into it but obviously it is not his 
background. He was not the one who created it, it was the ERP consultant 
who created it, so probably would have been hard for him.” (T.PT.1.1) 
 
“I think all you can do is continue to support them. If they are worried and if 
you hear them worrying about something, then you just need to go over to 
them and support. Because you have these people in this company, you 
have to support them in using it and removing the fear and that fear will go 




Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 




Zhu et al., 2010 
Powerful team to support 
(T.PT.1) 
Better ERP usage (T.EU) Fang An-ru et al., 
2009 
Competency of internal 
ERP team (T.PT.1) 
User training (T.ET) 
Continuous process 
improvement (T.PM.3.4) 
Ha et al., 2013 
Team work capability 
(T.PT.1) 
Relationship between 
organisational fit and 
ERP project success 
(T.PM.3  T.OI) 
Hung et al., 2013 
Joint IT competence 
(T.PT.1,T.VE.2) 




Davis et al., 2009 
Expertise of the IS group 
in building and maintain 
the system (T.PT.1.1) 









of existing system 
functionality (T.SD.1) 
Implementation team’s 
determination to avoid 
system customisation 
(T.PM.2.12) 




of MIS leaders (T.PT.1.2) 
Degree of resistance to 
change from users 
across the organisation 
(T.EU.4.2) 
Yu, 2005 














Presence of ERP 
champion (T.PT.2) 






Effects of adoption 
(T.SQ,T.OQ,T.IQ) 
Fang An-ru et al., 
2009 
User support personnel 
having adequate system 
and case-specific ERP 
skills (T.PT.1.1) 
Individuals’ work (T.II.1, 
T.II.2) 
External customer service 
in and after-sales 
environment (T.OI.3.5) 
Hakkinen et al., 
2008b 
Breadth of experience of 
team (T.PT.1) 
ERP project success 
(T.OI) 
Rothenberger et al., 
2010 




ERP project outcomes  
(T.OI) 





Kronbichler et al., 
2009 




Peng et al., 2010b 
IT assets (i.e. Skilled in-
house IT professionals 
(T.PT.1.1) 
Highly valued IT 
department (T.PT.1.1)) 
Higher ERP success 
(T.SEO) 
Ifinedo et al., 2009 
Role of IT manager 
(T.PT.1.2) 
Role of ERP champion 
(T.PT.2) 






Project leadership that 
would drive synergy 
between actual 
structures and those 
assumed within system 
design (T.PT.1.2) 
ERP success (T.SEO) Hawari et al., 2010 
Lack of in-house IT 
experts (T.PT.1.1) 
Lack of explicit and 
detailed ERP exploitation 
plan (T.M.IS.2) 
Poor data quality (T.IQ) 
Peng et al., 2010b 
Table 4. 37:  Substantiating quotes on ‘internal project team competence’ 
and triangulating with existing literature (Source: Author & Literature) 
 
4.5.5.3. Project Management 
ERP systems are big and very complex. Managing such big projects is very 
difficult, as these complex systems impact the organisation and have an 
affect nearly on every employee. So, the project has to involve all aspect of 
the organisation including people, processes, and technology. From the 
study, following core categories were identified as part of project 
management: 
 ERP project cost and time (T.PM.1) 
 Meeting scope and performance expected from the ERP system 
(T.PM.2) 
 Business and technology fit (T.PM.3) 
 Role of end users in design of the system (T.PM.4) 







ERP project cost and time (T.PM.1) 
ERP systems can change the way an organisation works, but at what cost 
(such as time and money) is an important question to be asked. To reduce 
the cost, it is very important for: 
 Completing ERP project on-time (T.PM.1.1) 
 Completing ERP project within allocated budget (T.PM.1.2) 
The study recognised that proper planning, selecting the right vendor and 
package, reducing unnecessary customisations, adopting and prioritising 
according to the changing needs of the business, etc. help the project team 
to complete the project in agreed cost and time and also achieve expected 
scope and performance, meeting the organisation’s goals. 
Meeting scope and performance expected from the ERP system 
(T.PM.2) 
One of the top reasons why initial ERP implementation failed in some of the 
departments at ITL was because the implemented software did not meet the 
organisation’s specific business requirements. This was rectified during the 
post-implementation and successful ERP system was implemented which 
met the business requirements. The study recognised that a well-designed 
plan and implementation was the key to success of the ERP system. 
Following are the factors that were recognised determining if the project 
team meets the expected scope and performance expected form the ERP 
system: 
 Trusting vendor’s capabilities and advices (T.PM.2.1) 
 Timely adjustment by the team to satisfy the changing business 
goals (T.PM.2.2) 
 Detailed requirements analysis and user needs (T.PM.2.3) 
 Choosing the right vendor and right package (T.PM.2.4) 
 Extrinsic motivation (T.PM.2.5) 





 Implementation using the best practices of an industry to an 
organisation whose practices differ from them (T.PM.2.7) 
 Transferring data from legacy system to the new system 
(T.PM.2.8) 
 Managing outdated and duplicated data (T.PM.2.9) 
 Authorising data access rights to users (T.PM.2.10) 
 Providing quick and efficient IT support (T.PM.2.11) 
 Implementation team’s determination to avoid system 
customisation (T.PM.2.12) 
 System implementation planning and business process 
effectiveness (T.PM.2.13) 
 Partnership led implementation (T.PM.2.14) 
 Automation of processes (T.PM.2.15) 
 Continuous systems integration/extension (T.PM.2.16) 
  Reward system for consultants to transfer complete knowledge 
(T.PM.2.17) 
The reason why ITL went for external support was because they lacked the 
expertise (in terms of dealing with people, processes, and technology) 
required to successfully implement an ERP system. SMEs, like ITL, 
generally lack expertise when compared to the large organisations (who 
generally have staff with wide and varied skillsets), tend to blindly believe in 
the advice of vendors. However, it was identified that blindly trusting the 
advising capabilities and abilities of the vendors who have poor skills is a big 
risk to the project. 
ITL’s goals of the business changed according to the changing environment. 
So, it was very important for the project team to make timely adjustments 
and satisfy changing business needs. Otherwise it might have led to 
additional post-implementation maintenance and enhancement costs. 
Business and technology fit (T.PM.3) 
Failure of an ERP system and cost overruns are a nightmare for 




take full advantage of these ERP systems, their implementation requires 
drastic cultural and structural changes within the organisations, which 
includes business process re-evaluation and reengineering. Based on the 
needs of the business (especially SMEs who have unique needs), there 
needs to be a good fit between technology and BPR (i.e. Business Process 
Reengineering). Greater the fit, greater are the organisational benefits from 
ERP use. Following are the factors that are identified (as part of this study) 
impacting this fit: 
 Standardisation of business operations (T.PM.3.1) 
 Modifying and redesigning existing business processes to 
match with new ERP environment along with effective change 
management (T.PM.3.2) 
 Software fit to business processes (T.PM.3.3) 
 Continuous process improvement through skilful planning and 
determination (T.PM.3.4) 
The study identified that SMEs like ITL are known for being informal in their 
way of working. However, ERP systems are built on standards. It was 
observed that completely reengineering the business process by modifying 
and redesigning along with change management can result in user 
resistance and ultimately failure of the system. Similarly customising the 
software, a lot to match the business process in place makes the 
implementation expensive and also costs to maintain and upgrade the 
system are high, which potentially become unbearable for SMEs. Such a 
scenario was initially faced by ITL. In such scenarios, it was very important 
for them to do through analysis and get the right combination, which allowed 
them to enhance their business processes and build a system with relatively 
less cost. Continuous process improvement through skilful planning and 







Role of end users in design of the system (T.PM.4) 
The study indicated that for the project team to understand the 
requirements, it is very important that the users provide the project team with 
the knowledge of their work tasks. So, end users’ participation in user-IS (i.e. 
information system) relationship, while building and maintaining the built 
system plays a crucial role to the success of the ERP system in the 
implemented organisation. End user participation can be classified into two: 
 Use of critical thinking of employees in designing the system 
(T.PM.4.1) 
 Engagement of end users in the ERP project (T.PM.4.2) 
At ITL, users who were not interested in engaging with the project team to 
use critical thinking and in reality understand what the system can do for 
them, struggled to articulate the requirements and were generally superficial 
by stating what they want the software to do at a very high level. To have a 
system in place with good functionalities, it was very important for users to 
get involved and use their creativity about the ease of use/ easing work 
process that the system should provide. Through management supports this 
was achieved at ITL. This user involvement and passage of this information 
to the project team enabled the project team to build a system and enhance 
business process that the end user really needed. Building such a system 
lead to user satisfaction and ultimately effective usage of the system. 
For the end user to have a role and show involvement the project team 
needed to collaborate with end users by encouraging them to share 
knowledge e.g. demonstrating the prototype, this helped the users to 
visualise what the system could do for them. This helped to use their 
creative thinking in identifying how the system can really help them in 
reducing their workload and stress and still be able to perform all the tasks 
assigned to them as part of their job role. 
Project team commitment (T.PM.5) 
The study recognised that the commitment of the project team (i.e. both 




units, and functional subject matter experts (T.PM.5.1)) plays a crucial role 
in project management. The project team needs to have dedication, vision 
and should strive to get the best out by having the right people and work 
collaboratively as a team (i.e. Team work and composition (T.PM.5.2)). 
 
Substantiating Evidence 
“I respect the advice of my vendor. We used to discuss several ideas on 
various issues and went with the idea that we both agreed. However, in 
scenarios when I was not really sure I used to trust and go with the advice of 
the vendor as they are the experts.” (T.PM.2.1) 
 
“The development of the system was a joint effort. The vendor motivated me 
in learning and understanding the system. This also resulted in grasping 
more knowledge as part of knowledge transfer from the vendor to this 
organisation.” (T.PM.2.5) 
 
“Though the core ERP modules for the FD2 department were successfully 
launched and are being used, the department desperately needed the 
attendance module at a certain point of time. The project team understood it 
and made it a priority as part of post-implementation changes and add-ons. 
This enabled the department to function more effectively.” (T.PM.2.6) 
 
“As the consultant was based there, the staff used to interact with the 
consultant and explain what they liked and did not like. From what I gathered 
from my time with the implementation consultant is that, he told me that they 
really didn't know what they wanted so he made something for them and 
they looked and then they said we don't like this and then it was changed 
and finally done.” (T.PM.4.2, T.PM.2.1  T.PM.3.3 T.SD  T.EU T.II, 
T.WI  T.PM.4.2  T.PM.3.3 T.SD) 
 
“They would not have put every single phone call or every single email. After 
the consultant left, I had to have a meeting with everyone that used the ERP 
system, for them to show me what each thing was in that particular area. So 
literally go down into the FD3 department, and I have asked them, right tell 
me what this button does and what that button does and what they use it for 
then learn their process. If someone left, I would roughly know how it works 
and then train the new person.” (T.PM.1 T.ET.1, T.ET.2  T.EU  T.II  
T.M.IS.2.1  T.ET.2.1) 
 
“Now we have come up with a new process by which we ensure data is 
always clean. We also have implemented a new process of seeing the 
learners quickly because we had massive backlog of learners to be seen as 
they were invited once in a month or twice a month. There used to be less 
than 20% turnout. For example, if you invite 30 people, 3 would turn up for 
the assessment. It might be because they were invited a month ago and 




contact they have got.so we changed it to put in a diary system to say, that 
as soon as they apply, someone would ring them within a day or so, as soon 
as they land on, they ring. If we cannot get hold of, they leave a message 
through an email and send them a text saying we tried to contact you, 
please contact us. After so many attempts, they will be removed because lot 
of school people are forced to go on the website to apply because they sat 
in school and made to. They might not be interested in. we need candidates 
who are interested in the job and stay in the job but not just put their bum on 
the seat. So that has been changed.” (T.PM.3.4  T.OC.3.2  T.EU  
T.WI) 
 
“The FD3 department staff had lots of opportunities open on the ERP 
system, they are now been closed. They probably could do some more. we 
now need some more vacancies because we filled lot of our vacancies. It's 
probably because off lot of turnaround of learners coming in. As soon as 
they come in, they are assessed in a day or next two days, where they are 
given option of when they want to come in. If they are lot of applying in on 
one day, some people might come on one day.” (T.PM.3.4  T.OC.3.2  
T.EU  T.WI) 
 
“Before, the staff was not logging much information. We have identified that 
the inbound call was not being logged much. So we have now created new 
fields on the ERP for that i.e. a new area to log general enquiries and that 
increased the logging calls.” (T.PM.3.4  T.SD.1) 
 
“I think the IT coordinator has realised that he needs to be involved and can 
learn from you.” (T.PM.4.2)  
 
“I don’t think that the remit was set about you having weekly meetings, to 
discuss where we were up to and what we were doing happened effectively. 
I think they were attempted on your behalf but there was always a reason 
not to do it as the IT coordinator was always busy. So I am aware of that.” 
(T.PM.5.1) 
 
“I like the fact that we have a meeting every week, even if it is only 30 
minutes and I can question you in-depth and absolutely be honest about 
what’s happening. Hopefully I am helping you design and develop it by 
talking about time frames and talking to you about the order in which we do 
things and the consequences if we don’t do it in that manner and I think we 
have got a good working relationship.” (T.PM.1.1) 
 
“What I found it naive was myself coming from a commercial business I was 
looking for someone who would fit in the team and disseminate the 
information whereas the university was looking for someone who had the IT 
capabilities.” (T.PM.2.4) 
 
“When the ERP implementation project was initiated, the staff did not know 
what an ERP system was and no demonstrations/education was provided. 
We still call it the CRM. He actually spent lot of time with the FD1 staff. He 




in a number of departments (T.PM.2.13). I would not say that as many as 
you looked at. The main functional departments are FD1 and FD2 and then 
he spent time on looking how we can put it all on one system.” (T.PM.3.3) 
 
“If we have a capacity planning system in FD2 department, we wanted to 
have the same in the FD1 department. However, that never materialised as 
we ended up with one for FD1 and one for FD2 and I have to say the 
implementation consultant was a bit naughty doing that but he had a 
deadline to meet and he wanted to say that he had done it. And he was not 
much supported on the recruitment side, they kind of did not want to make 
changes.” (T.PM.1, T.PM.2  T.SQ.2) 
 
“I had numerous meetings with the implementation consultant about 
communication with individuals, with groups of people and we have found 
was with a group of people, if you had people who would come late or not 
volunteer, he tended to leave them one side as he could not deal with it 
(T.PM.5.1). So they got what they wanted which is stop coming to the 
meetings and the implementation consultant did not get headache from firing 
questions about something they were intending or getting familiar with. They 
were horrendous. I sat in quite a number of them.” (T.PM.5.1  T.PM.4.2) 
 
“The implementation consultant and I had monthly meetings. I included him 
as one of the staff. We would sit down and go through what his issues were 
and I went through what my issues were and on a number of occasions 
when we missed a deadline.” (T.PM.5.1) 
 
“You have got your little glows in there and they took it on board like the 
capacity planning coordinator, etc. and you can see them. They were the 
ones who said yeah let us do this.” (T.PM.4.2) 
 
“When the then CEO left, we changed the structure and we started talking 
about what else could we do. The FD1 department wanted add-ons on what 
they have got, we wanted the signing system and there were a number of 
areas that was not closed off or they were closed out but nobody understood 
how to use it. So we had to revisit how we could pull it all together. So there 
were bits I felt were not completed. We only realised it when the 
implementation consultant had gone or it had been done but nobody knew 
how to use it, so it was not even been used.” (T.PM.2) 
 
“While transferring data from the legacy system to the new ERP system, 
important information was extracted and exported, leaving not so important 
information still on the legacy systems, this made the staff still use the old 
system but only for reference.” (T.PM.2.8)  
 
“Authorising right data access rights to the right users is very important as 
allowing users to access information that they are not supposed to such as 
payroll and personal information of other staff can be dangerous. Also from 
my observation, not allowing users to access information that they are 
supposed to frustrates them and also on several occasions affected their 





“When the system was first built and handed over, proper technical 
knowledge was not transferred to the IT staff by the consultant. This forced 
us to contact and pay the consultant heavily even for minor tweaks that were 
required to suit the changing the needs of business.” (T.PM.2.17) 
 
“A module was first built for the FD1 department and it was a huge success. 
However, when it came to FD2 department, which has some operations 
similar to FD1, the consultant was hesitant to build the module to suit their 
needs. The consultant chose to slightly tweak the module that was built for 
FD1. This resulted in FD2 department never using the system and work 
using their old and outdated ways of working.” (T.PM.2.12) 
 
“I think the fact our partner was working with us to get the system made the 
company see that we are worth investing in getting the system up and 
running, this made us to get more value for our money and we seem to have 
jumped forward by quite number of years in the systems that we are using 
and the proficiency of them.” (T.PM.2.14) 
 
“Each department in this organisation have their own way of working and in 
some departments they are completely different when compared with 
industry standards. Initially the ERP module for these departments were 
developed using the best practices whose practices differed from us. This 
resulted in reluctance on using the system. However, when it was 
completely redesigned suiting our needs, it was effectively used and also 
impacted operational efficiency.” (T.PM.2.7, T.PM.3.1  T.EU) 
 
“We went into the departments to try and understand their existing business 
process and where needed we have completely redesigned their process 
and built the system. With effective change management strategies, the staff 
were made to realise why the changes were done and what benefit it would 
have on them. This has certainly helped and made the staff to adapt and 
use the system.” (T.PM.3.2) 
 
“Several people from various departments were made to involve in this 
project. We also had an efficient project manager and the development 
team. Each and every individual involved work hard to define the right 
requirements and also develop a user friendly system within allocated 
budget and time. I believe this is one of the main reasons why this project is 
such a success for this company.” (T.PM.5.2) 
 
“The ERP system implementation was more of a case of building the system 
around the process we had. Rather than question and analyse if the process 
was right and enhance it wherever required. I think at that time we working 
to ISO standards and the system was built around those standards.” 
(T.PM.3) 
 
“I think that we were operating to what SFA expected the projects that we 
were working on expected, and it did really work in FD1. It increased income 






“I am not saying that they should be sitting beside me but if I have an issue, 
or a question or we need to know something, as long as they are here and 
listen to us and it is not like three days from now, then that is fine.” 
(T.PM.2.11  T.OC.3.7) 
 
“I think every single person in this company have tried to give their input on it 
to improve it. For example, people’s inputs from using the old system is 
helping to build the new one.” (T.PM.4  T.SQ) 
 
“I got training from each step because I was part of designing the courses, 
the tutors, the rooms on the system. So I was involved in most parts in the 
department.” (T.PM.4  T.ET  T.EU.2). 
 
“The new one saves us time. So we can afford to be able to go into things 
and search more and go into more details. Whereas the old system, you 
could not search by tutor or by learners to find out the sessions. Basically 
the new system is lot better than the old system and even saves more time 
than spreadsheet does. That is basically what we got out of the new system. 
Spreadsheet works but is time consuming. Even if there is slight change, 
you have to change the whole thing, right to the end. Whereas on the new 
one it is drag and drop, it is nowhere time consuming. I know that both had 
calendar views, where you could do this. But obviously the new one is much 
clearer and this is because we were all part of providing inputs in designing 
it. Whereas before, it was just one person inputs on the old system and so 
he got what he wanted. But no one was looking over his shoulder. Whereas 
on the new one, there was lot more group effort.” (T.PM.4.1, T.PM.4.2 
T.SQ  T.EU  T.II  T.WI.2) 
 
“We created full flow charts about how it should look or how we wanted it to 
work. What we asked you for now is exactly what we asked then, where you 
would put it in all the information and from that you should be able to get 
candidates matching the criteria. We wanted it to be slicker and a quite easy 
process but we did not get that. We just got a database where we help the 
people.” (T.PM.2.3, T.PM.2.13  T.SQ.2) 
 
“We did not have any other meetings with the consultant or any interim 
demonstrations. We gave the requirements and at the end we were given a 
system which was not what we wanted.” (T.PM.4  T.SQ.2) 
 
“I think some of them were due to the changes in business scenarios and 
some of them were requested by me to make my work easier. As time 
moves on we tend to analyse more data and it is only by certain requests 
that I think if I had it on the system then I can pull a report of it. But I think 
originally little things were missed of but we explained why we needed them 
and then it was added back on to the new system.” (T.PM.2.2, T.PM.2.16  
T.SD) 
 




analyse data. e.g. ethnicity, disability. They used to be on a paper and now if 
I have to do any statistics around that, I am able to pull a report. For me, the 
new system has improved a lot because I can pull out more reports now.” 
(T.PM.4.2, T.PM.2.16  T.SD   T.EU  T.II) 
 
“With the help of the IT coordinator, I have just sent an email to all archived 
companies, I have got 500 that come back as undeliverable. I have got 
something that specifically said that I am no longer in business, I have 
retired, etc. That is showing that there are 500 people that we are no longer 
dealing.” (T.PM.2.9) 
 
“I usually have a list of things that me and the IT team to discuss, reports 
that I want to look at or I want some information about if something is going 
about my team members, so he is quite good but I know he is quite busy.” 
(T.PM.4). 
 
“They were looking at their manual system and they could not think of an 
ease. I think they were struggling to think that how is it going to do this for 
me when I can manually do quicker. They did not use any software system 
before. They had excel sheet where as we had come from using three 
different systems in the past and they have not. They saw excel that it will fit 
everything that they did. They could not think how it can fit in for them and I 
remember the conversations. I remember saying that and I was thinking how 
can they say that when my department was so successful. Ours is a quite a 
simple process in some ways compared to theirs. So they could not think 
how it would work for them.” (T.PM.2.13) 
 
“Staff from FD1 department was using the system more effectively when 
compared to other departments. Probably, the biggest influence was, the 
implementation consultant was based in there. They saw him every day so 
they knew that had to be on it. He pushed it to them and they were quite 
open to what they were doing. They wanted a system that could be faster for 
them as they could make more sales. They were quite proactive in wanting 
something and they had something like that before. Now in other areas, they 
did not. They used to say that he is only bothered about FD1 department.” 
(T.PM.2.1  T.PM.4.2  T.OC  T.EU) 
 
“I think the consultant did not understand what we wanted because there is 
a big argument between him and me. I give up a full day, where I could be 
out generating business. I spent a full day in one of the rooms with him. We 
had the flip board, flip chart and he took it all away with the full process i.e. 
what we wanted, how we wanted it to run. He also did sketches on the board 
and took pictures and then at the end when it was feedback, he claimed that 
we did not tell him what we wanted and that is why it was not done. When I 
challenged, he claimed that we did not tell him that. The only evidence that I 
have is a colleague was with me. When she found out that he refuted it, she 
went mad and said we spent a full day, we went through it all. If you 
challenge me even now about anything, I don’t have any evidence. If it was 
a case with time, it is like me coming to you six months before you finish the 




but on that occasion I was never told.” (T.PM.2.1  T.PM.2.3  T.SQ.2) 
 
“In the initial days, there was a bit of nervousness. It was more of a case of, 
whether it is possible, what we wanted, whether it could be done. Obviously 
in the first few stages it was like, we need it but can it be done. Obviously as 
time went by, we trusted you as well to be fair. Once we knew that what we 
wanted is manageable by you to implement it, we grew more confident with 
it. And over time, it has been developed to what it is now.” (T.PM.2.1  
T.PM.4) 
 
“There was a period, where the implementation consultant would not share 
because if I tell you, then you won’t need me. I think that comment was 
passed. And we actually spoke about it. Well he was honest, if I don’t tell 
you, you will need me to buy me to come back and fix it.” (T.PM.2.17  
T.VE). 
Relationships between Identified Themes Triangulating with 
existing literature Factor Affected Factor 
High cost for add-on and 
further system 
development (T.PM.1) 
Misfits between system 
functions and company 
requirements (T.SQ.2) 
Peng et al., 2010b 
Timely adjustment by 





Fang An-ru et al., 
2009 
Number of changes in 
business goals during the 
implementation process 
(T.PM.2.2) 
Degree of system 
stability (T.SQ.3) 
Yu, 2005 
Lack of having detailed 
requirements analysis 




ERP functionality and 
user needs (T.SQ.2) 





Chou et al., 2014a, b 
More workarounds 
(T.PM.2.6) 
High cost for add-on 
and further system 
development (T.PM.1) 
Abdinnour et al., 2015 















Peng et al., 2010b 
IT support (T.PM.2.11) Perceived usefulness 
and ease of use 
(T.EU.1.2) 
Abugabah et al., 2009 
Implementation team’s 





Rothenberger et al., 
2009 
Extent of ERP 
implementation 
(T.PM.2.13) 








with the ERP vendor 
(T.VE) 








El Sawah et al., 2008 




Zhu et al., 2010 
Degree of BPR execution 
(T.PM.3.2) 
Degree of data accuracy 
(T.IQ.3) 
Degree of user 
friendliness (T.ES.3) 
Degree of performance 






Organisational fit factors 
(T.PM.3.2)  (data fit, 
process fit, user interface 
fit) 
ERP project success  





Hung et al., 2013 
Software fit with business 
process (T.PM.3.3) 
User beliefs regarding 
the benefits of using a 
system (T.EU.1.2) 
Sternad et al., 2011 
Functional fit resulting 
from ES implementation 
project (T.PM.3) 
Greater organisational 
benefits from ES use 
(T.EU T.OI) 
Seddon et al., 2010 
Organisational fit 
(T.PM.3.3) 
ERP system usage 
(T.EU) 
Nwankpa, 2015 
















Ha et al., 2013 
Determinant of BPR 
execution (T.PM.3.4) 
Degree of BPR 
execution (T.PM.3.2) 
Interaction/cooperation 
with the ERP vendor 
(T.VE) 
Extensive engagement 
from users (T.OC.3.7) 
Yu, 2005 












organisational fit and 
ERP project success 
(T.PM.3  T.OI) 
Hung et al., 2013 
Insufficient use of critical 
thinking of employees 
(T.PM.4.1) 
Deficient design of the 
system (T.PM.4) 






Davis et al., 2009 





Ju et al., 2016 
Level of user involvement 
in the ERP 
implementation 
(T.PM.4.2) 
User perception about 
ERP capability 
(T.EU.1.2) 





User beliefs regarding 
the benefits of using a 
system (T.EU.1.2) 
Sternad et al., 2011 
Modifying and 
redesigning existing 
business processes to 
with new ERP 
environment along with 
effective change 
management (T.PM.3.2) 
Users adopting new 
business models in daily 
practices (T.EU.2 
T.EU) 
Peng et al., 2010a 
Initiating early 
enhancements in form of 
(Superior) Performance 
benefits in comparison 




add-ons or upgrades 
(T.PM.2.6) 
to non-ERP peers 
(T.OI.2.1) 
Nature and timing of ERP 
post-implementation 






that affect subsequent 
use of and success from 









in a complex 
environment such as 
after-sales business 
(T.OI.2.1) 






















Bradford et al., 2003 
Level of reengineering 







Business benefits from 
ERP systems (T.OI) 




determination to avoid 





(T.PM.4.2) system customisation 
(T.PM.2.12) 






determination to avoid 
system customisation 
(T.PM.2.12) 















ERP project outcomes  
(T.OI) 
Agaoglu et al., 2015 
Cohesion of team 
(T.PM.5.2) 
ERP project success 
(T.OI) 
Rothenberger et al., 
2010 

























vendor and right package 
(T.PM.2.4) 
Unable to properly 
manage outdated and 
duplicated data 
(T.PM.2.9) 
Unable to automatically 




Peng et al., 2010b 











smaller scope (T.PM.1.1) 
Post-implementation 
success (T.SEP) 
Kronbichler et al., 
2009 
Automation of processes 
(T.PM.2.15) 




Gallagher et al., 2010 
Implementation using the 
best practices of an 
industry to an 
organisation whose 
practices differ from them 
(T.PM.2.7) 
ERP success (T.SEO) Pollock et al., 2004 
Transferring data from 




Fang An-ru et al., 
2009 
Skilful planning of 
process improvements 






stakeholders in the ERP 
project (T.PM.4.2) 
Project team commitment 
(T.PM.5) 
ERP success (T.SEO) Gallagher et al., 2012 
Early commitments by 
project leadership, 
functional units, and 






Gallagher et al., 2012 
Misfit with business 
strategy (T.PM.3.3) 




Insufficient budget and 
funds assigned to ERP 
post-implementation 
(T.M.IS.2.25) 
Peng et al., 2010b 
Effective project 
management (T.PM) 
Implementation quality Zhu et al., 2010 
Table 4. 38:  Substantiating quotes on ‘project management’ and 
triangulating with existing literature (Source: Author & Literature) 
 
4.5.6. Management Support 
The importance of Management support in the form of involvement and 
collaboration is considered as one of the most critical factors in ERP system 
success, by various researchers. However, the author through this research 
identified that management support alone will not contribute to success but, 
it is the continuous management support with a good implementation 
strategy is the one which impacts the service and organisational qualities, 












Figure 4. 11: Management Support, Implementation Strategy and their 
impacts (Source: Author) 
 
The study has indicated that management support can be mainly 
categorised into six categories: 
 Short term behaviour of Managers (T.M.MS.1) 
 Power centralisation of top management (T.M.MS.2) 
 Personnel change in the top management team (T.M.MS.3) 
 Management concern about ERP usage (T.M.MS.4) 
 Managers setting clear goal and strategy and communicating 
and supervising constantly (T.M.MS.5) 
 Top management’s knowledge of ERP success (T.M.MS.6) 
The study indicated that the commitment and involvement of managers at all 
levels is an important aspect for having a successful implementation and 
post-implementation of the ERP project. Such a project will have explicit and 
detailed ERP exploitation plan, backed up with sufficient funds and 
resources. Along with the commitment and involvement, the allocated funds 
and resources enable the organisation to have good service and 
organisational quality, leading to users continuously using the system and 
realising benefits. 
However, several factors were identified that negatively affect the managers’ 
commitment and involvement. It was observed that due to various 
commitments in their job role, some managers’ behaviour is short term 
(T.M.MS.1) which slowly leads them towards losing interest and ultimately 
showing less commitment and involvement in the project. Some managers 




and functional departments under them. However, at some point it became 
unmanageable for them and the project sometimes lost its focus. To 
overcome this the CEO had to ensure that only roles that are manageable to 
be assigned to the managers and also make sure no manager’s personal 
greediness affects the project. For SMEs like ITL who are generally resource 
scarce, losing key management staff (T.M.MS.3) that are knowledgeable 
and drive the project within the organisation or workgroup can be a big blow 
to these projects. It becomes the responsibility of senior management to 
ensure all key staff stays with the company for longer periods and 
knowledge transfer continuously takes place as a backup. 
Along with the above mentioned factors, the management’s knowledge of 
ERP success (T.M.MS.6) also affects their commitment and involvement. It 
was observed from the study that a manager’s knowledge generally gets 
exerted from one of the following: 
 Beliefs in ERP assimilation process (i.e. fully understanding the 
benefits of organisation’s implemented system) (T.M.MS.6.1) 
 Normative pressures (i.e. perceived extent to which members of 
relational channels adopt ERP and the extent to which government 
and industry agencies promote use of ERP systems) (T.M.MS.6.2) 
 Mimetic pressures (i.e. perceived extent to which competitors benefit 
from assimilating ERP) (T.M.MS.6.3) 
 Coercive pressures (i.e. Extent of formal and informal pressures 
perceived by virtue of competitive conditions, and requirements and 
incentives from local government and industry associations) 
(T.M.MS.6.4) 
A management team should show commitment and involvement in the ERP 
project by setting a clear goal and strategy and then communicate and 
supervise constantly with the relevant teams (T.M.MS.5). The sub factors of 
T.M.MS.5 identified are:  




 Communication of management expectations regarding the nature of 
expected ERP benefits, at the level of the operating (T.M.MS.5.2) 
 Managerial flexibility (i.e. managers’ ability to take desirable action in 
response to evolving business climate) (T.M.MS.5.3) 
Similarly, they should continuously show interest in ERP usage (T.M.MS.4). 
The sub factors of T.M.MS.4 are 
 Managerial commitment towards building knowledge within the 
organisation (T.M.MS.4.1) 
 Top management (especially CEO and CIO) concern about ERP 
usage  
 Using systematic procedures and explicit information to tailor forecast 
and plans (T.M.MS.4.2) 
 Managers quickly realising when the performance decreases 
(T.M.MS.4.3) 
 Top management’s emotional support (T.M.MS.4.4) 
 Managers’ cooperation in dealing with ERP problems (T.M.MS.4.5) 
 
Substantiating Evidence 
“The then deputy chief executive was part of the department (FD1) and she 
was running the project really. So they had buy in from there. And that's the 
reason why the implementation consultant was based in that office. So it 
could be over seen. That might have had an impact, it probably did. 
Because when it was implemented they were told that this is what they need 
to use.” (T.M.MS.1  T.OC.3.2  T.EU) 
 
“Other teams were not happy and they used to say it was not good enough 
and it does not do what they wanted it to do, even though it sort of did. But 
they did not buy in when in initial phases. From what I have been told and 
heard and seen, it was due to the managers at that time, who did not want to 
use it. And then at the last minute (i.e. project ending stage), they were 
forced to buy into it, they got a makeup of roughly what they wanted. Then 
obviously the consultant left and they were left with what they got. I 
remember all the managers signed that they got what they wanted.” 
(T.M.MS  T.PM.2.3, T.PM.1  T.PM.3  T.SD, T.ES) 
 
“It was a mixture of my idea and the CEO, for me to go to every department 
and understand the functionalities of the ERP system and business process 




worked, in case for training purposes or in case the system breaks or if 
something was not working and I should be able to fix it.” (T.M.MS.4  
T.M.IS.1.7  T.PT.2.1  T.SD, T.ET.2.1) 
 
“Only one manager took the ERP system on board and it was the manager 
of FD1 department and that was due to pressure from deputy CEO, who 
was then in charge of that department.” (T.M.MS) 
 
“The FD6 Executive did not want to lose Sage accounting system. She was 
frightened that she did not know anything else and did not want to move. 
She said, we are not moving away from Sage and we are not having the 
accounts module on the ERP system.” (T.M.MS) (T.PC  T.EU.4) 
 
“The FD6 Executive used to not attend any meetings that were conducted 
by the consultant and also she never talked about it. So I don’t think the 
executive was aware of what an ERP system was and what it could do for 
them.” (T.M.MS.2  T.M.MS.6.1) 
 
“When the consultant handed over the ERP system for me to maintain, I had 
no support. We just carried on and no further enhancements were made, 
until we requested the university after couple of years for the new guy. 
During this phase, people were using it, but not like how they should be 
using it. To explain it further, they were using it for doing their job, so if their 
job was to sell courses, they sold courses and recorded it on to the ERP 
system and that is what they did. Similarly, the FD3 department was using it 
to match vacancies. They were using it to do the job. For example, here is a 
list of candidates. This is how they used it. They were just doing what they 
were told. Nobody was using it to say right here is a trend, this is what we 
need to do or this is a popular course and we should try and sell it or put 
another one on etc. Even the managers or anyone else were not analysing 
the information at all.” (T.M.MS.6  T.M.IS.1.7T.PT, T.VE  T.PM  
T.SQ, T.OQ  T.EU) 
 
“There was a huge shuffle around of managers and who manages what in 
the FD5 department. The then FD5 department manager left the company 
and so we had a new manager. From then the department just disintegrated 
and had not used the ERP at all. So there was no data at all. They used to 
use Diaries and sort of booked learners in but that is what all about it. Some 
members of the staff like kept it up-to-date but most did not.” (T.M.MS.3  
T.OC  T.EU.4) (T.PC T.EU.4) 
 
“They were all shown how to use it and how to put information on. I think 
myself and another staff member trained the other staff of how to use it. It 
was mainly him who showed, as he was the Guru of how to use it but they 
really stopped using it and it was pointless. Some people used it and some 
did not. They just did the jobs, which was get a learner and getting him 
signed up. So, some people did use the ERP system and some did not. No 
one told them that they should be using the system.” (T.M.MS.6  





“When the new business process was designed and implemented in the 
department, I would say the manager played no role in ensuring the staff 
were following the implemented process.” (T.M.MS  T.OC.3) 
 
“The FD1 department manager uses the ERP system. Her bit was mainly to 
use the purchase order and also looking at the courses that were not filled. 
She used to then tell her staff that we need to fill these courses. If you're 
talking about holistically looking at trends, I think no manager uses it in that 
way.” (T.M.MS.4.2, T.M.MS.5.3, T.EU) 
 
“Right at the beginning the managers took on board verbally that we are 
going to implement the system. However, when it came to actually get 
involved with workshops and developing, they were always busy doing 
something and I could not see them spending time and understanding the 
system and talking about what they wanted. At that time, they saw it as an 
extra job to do. They did not understand it and also did not have time to 
understand it. What they have done is wait till it was working effectively in 
one department and then thought it would help their department too. Now I 
can see their commitment towards building knowledge and monitoring 
usage. Now if performance decreases in their departments for various 
reasons, I see them analysing data from the system and take necessary 
actions immediately.” (T.M.MS.4.1, T.M.MS.4.3) 
 
“The chief executive uses the ERP system from her dashboard and monitors 
FD1 department every day and every second to check on the FD1 
department to see when they have hit because that is what she used to do. 
So she has a very big dashboard which has everything that is in FD1 
department just like the FD1 department manager does. She can see if 
people have put money on, she will then record it against the target and will 
go down if it is end of the month and ask why they have not put enough 
sales to hit the target. Using that way managing the FD1 team really.” 
(T.M.MS) 
 
“The managers are aware that they can use ERP system to analyse certain 
information and make use of it, because I tell them whenever I come across 
them. I am sure they know because that was the reason why we have asked 
the departments to log the information to be able to do so. Probably, I think 
they don't know how to use information or what information to use and are 
probably are target driven, we need to get this target. Like, Karen does use 
ERP system like most others to do what they are supposed to do during the 
day. But if you ask her to look at the data, she can't do just like others. Not 
anyone does. We have tried to identify that and tried to tell people that. But I 
would say no one has ever asked them to. FD1 department manager uses 
her dashboards to tell that year we are so much and we need this much to 
reach the target. They would not have used ERP system to think about how 
they can achieve the target. I think people talk about it in general but how to 
do it but not using ERP for sure. They using mainly for what course needs to 
be filled. They have got reports using which they can see what seats need to 





“I think, initially it might have been effective but I don’t think it is now 
because of the current thing, what tends to happen is once they sort of 
getting close to hit their target, I don’t think are really driven personally. 
Because they think that if couple of seats left in a course left, let me fill it 
because I get a bonus for it, might only be a small bonus. But if there are lot 
of courses in that week and you fill all of them, then the bonus would be 
bigger. I don’t think there is a massive drive to, as soon as a course turns 
green, it might not be full but it might be making a profit and it is not running 
at a loss. So maybe they thinking that well it is not going to be cancelled and 
so it is ok, I will concentrate on something else where if they can get an 
extra bit of seats filled on it then it would increase the profit. As it is already 
running on profit, it is more profit, which means that they are able to hit the 
target better and they don’t have to rely on NVQs, which they heavily rely 
on, which is a big expenditure.” (T.M.MS.1, T.M.MS.4) 
 
“FD5 department initially used the ERP system and then they stopped. And 
were recently told to use again, and the reason for them to stop using it was 
because there was a big manager change.” (T.M.MS.3  T.OC  T.EU) 
 
“All learners were on who enquired, because that was the only enquiry 
system that had to put people on. So all the enquiries were used by the 
admin mainly to track the learner enquires. But again a lot of them remained 
open sheet because she just put them and she did not do anything with 
them because that is what she had to do for her job and she would book 
them for every Monday and see how many people came in. So that was all 
that it was used for. They did not really use it for any learner tracking though 
it was designed for to find out where the learners were up to.” (T.M.MS.3  
T.OC  T.EU) 
 
“I think the FD5 department manager was very supportive. Because, when 
we initially trained the manager, the manager was very enthusiastic about it 
and looking at daily and was pulling up the team asking why was this not 
done and why is that not done. He has sort of helped us to get them use the 
ERP but then I don’t know. They sort of slowly slipped back in. It is also 
written in their job descriptions that they should be using the ERP system 
and has to be up to date all the time. The users are looked after by the team 
leaders and the managers. So it is to the team leader and the manager of 
the department to reinforce and follow the procedure of the company 
because that is what we have to and should have consequence.” 
(T.M.MS.1) 
 
“I think the manager of the FD3 department is trying hard and want to 
understand it. She is a completely different learner again, she is one where 
you have to drill in and she will eventually get it. That is the way she learns 
but I know that because she tells me that she goes on it every day and 
checks. I made it simple to help her. I have numbered the things that she 
needs to check and that makes sense to her. So that is the order they need 
to them in for it to work rather than using the names because people were 
getting confused. So before the daily meeting, the manager will check what 




will also know how much work they have got for that day. So in that aspect 
she is using it. There are other things that she could learn but I think it is not 
a good idea to say to her that right, we will look at everything now and throw 
all at once because it is new to them and they are not the quickest to learn it. 
It is a slow process.” (T.M.MS.4.4, T.M.MS.5.1, T.M.MS.5.2)(T.PC.3.1, 
T.PC.3.2, T.ET.2.1, T.CM.2.2  T.EU.2.1, T.EU.2.2) (T.CM  T.EU  
T.PC) 
 
“There are certain processes which the staff should be doing but the 
manager might not know about it and so she is not supporting that on the 
ERP system.” (T.M.MS  T.M.MS.4  T.M.IS.2.4 T.CM) 
 
“The manager should have a role in making sure that the staff are exploiting 
the system. Probably the manager is now playing a role more than she did 
before. She has taken over the role 8 months ago and I do think she is 
exploring the system because she does ask me about how to find out certain 
information. So I think she has got willingness to learn, maybe not on her 
own but I am trying to persuade. I can try and convince her but this might not 
work with others because they don’t see what benefits it can bring in. I can 
think she is the only manager who is trying.” (T.M.MS.4  T.ET, T.PC.3.1  
T.EU T.II) 
 
“The staff and the manager should be thinking of business. They should be 
thinking how can I improve the department and what should I do and that will 
make them to think how I can get the information from the system.” 
(T.M.MS.5  T.M.IS.2.1, T.M.IS.2.4  T.CM, T.ET.2  T.EU.2) 
 
“They don’t think about how it could link to any other department which is 
sort of why the project team observed how frameworks have been used 
wrong and it is because it is just used for that department. Similarly, this is 
what they have done in a way what they did with the initial implementation, 
when the previous manager was there. They got their own system which 
does talk ideally to other departments (which is how we thought and 
designed it) but they were not thinking about that, they were only thinking 
about what I want and how it could help or how will the departments use it 
with us. They are only bothered about capacity planner which is going to do 
their job.” (T.M.MS  T.M.IS  T.OC) 
 
“From my observations I would say the manager of FD2 department got 
involved in the design at the start. He got into that role only then and he was 
in another department before. The manager was very busy and I would say 
that he did not drive it. He did not say, right when are we getting this or what 
are we doing with this or when is it going live? He is still quite happy and is 
using the spreadsheet because he gets the information that he needs to do 
his job, which is what he needs due to him being the manager.” (T.M.MS.1, 
T.M.MS.2  T.PM.4.2) 
 
“ERP system has been in use in this organisation for more than five years 
now. Till date there is not really any commitment from management, apart 




was completely dead. We stopped it using because the manager who was 
part of design, left the company. The HR department was fine. It was mainly 
the FD1 and FD3 department which went through tweaks. The FD5 
department worked. I designed it so I was quite happy anyway and it did not 
need any tweaks even at a later stage.” (T.M.MS.1  T.OC  T.EU) 
(T.M.MS.1  T.PM.2.1, T.PM.2.2, T.PM.2.3  T.OC  T.EU) (T.M.MS.1  
T.PM.2.1, T.PM.2.2, T.PM.2.3  T.SD, T.ES  T.EU) 
 
“No policy is in place relating to the ERP systems usage. I don’t think the 
management even showed any concern about ERP usage. I was appointed 
as the ERP auditor. To be honest an auditor audits against a policy, but here 
there isn’t a policy to audit against, so I had to find things to audit for 
example what we have done with sales statistics, etc. If there was a policy 
explaining what staff should be doing on the ERP then I can audit against it. 
But there is nothing created for that apart from the general policies which will 
say input onto a system.” (T.M.MS.4 T.CM.2.2) (T.PM.2.9  T.CM.2.2) 
 
“We do have loads of policies in this company but there isn’t just any for the 
ERP systems usage. The reason for that is because they have never been 
created. If you ask who should be creating them, then it has to be the top 
management to create a policy. I think that they do have an understanding 
of need for a policy but they never get around it as they are busy. That is 
one of the things that always happens but maybe it should not. There are 
policies for everything. There are policies if you are late or if you are sick, 
etc. but there is none for ERP.” (T.M.MS.6  T.M.IS.2 T.CM.2.2) 
 
“Regarding the ERP, they don’t have a clear goals and objectives (like for 
example how can we use the information on the ERP system and see how 
can we improve things) because they don’t use it that way, apart from saying 
they have to use. They probably don’t know how to use it that way. You 
could say that they have not been trained. The CEO wants but does she 
know what she is looking for is the question. If they have a strategy about 
how to make use of the ERP, then they would have probably asked 
questions but they don’t so I assume they don’t have one. Regarding the 
general day to day there is a strategy because they have to publish it and 
they have clear goals. They have their own management KPIs.” (T.M.MS  
T.M.IS.1  T.M.IS.2  T.OC, T.CM, T.ET  T.EU) 
 
“I don’t think that the manager has ever thought about what is considered as 
a project. It is not just about the top management; it is same the all over the 
company. People sort of have an idea and they buy in because it looks good 
and it is a great idea just like the ERP which was a good idea to get the new 
system. We did need one because the old system was very outdated. When 
the new system came it made far better for the commercial department and 
they sort of roll with that for them and it did work for them. There was no 
post thought and a cost was allocated to it, which is probably not going to be 
this time. That is just the way it is but what people do is specifically with the 
Moodle, everyone said that they needed Moodle and let us buy one and so 
they bought one and they just left it and does not get used. There are lot of 




(T.M.MS.1  T.M.MS.4) 
 
“The consultant was based in the FD1 department and the department got 
what they wanted and they bought into it more than any other department 
because of the politics. It was politics because people did not want change 
and they were frightened and said that they were and their department is 
fine and said they did not want it. They were not willing to see what the 
system could do for them.” (T.M.MS.2  T.M.IS.1.4  T.PM.2.13  T.SD, 
T.ES) (T.OC.3.8  T.OC.3.7, T.EU.4.1  T.EU.4.2) 
 
“Our culture did change since I am here (from past 14 years). Since then we 
had three CEOs. Lot of people just come here and go home just to pay their 
bills and I was the same before. We need loads of changes. It is like with the 
FD3 department where we recruit apprentices, we could do far better there. 
We did once before and it now went back. This is same as the FD1 
department; they could be better. We have introduced to the key accounts 
and call time but they went back to and they slipped. It is efficient because 
we are all here and have a job but we could do much better. Even if you do 
recognise need for change and introduce any changes, the benefits will be 
temporary as there is no backing up from the managers and obviously they 
don’t have a strategy in place.” (T.M.MS  T.M.IS  T.CM  T.EU  T.II, 
T.WI, T.OI) 
 
“The project team raised the need for change in business process and I was 
requested that I show the system explaining how the launched modules 
work. Because of the way it now works, we need a new process that would 
change especially because we have now integrated it with the website. It 
has changed the way they have to use the system. If someone creates an 
opportunity and who then clicks on a button to create a vacancy and what 
information goes in it and it has to be accurate because when I go onto the 
website, who should check it and whose job is it to check it and when should 
it get checked. So this is new and a forced change. So it is to show the new 
things which we did not have before. So for them to then make a policy but 
they did not make one. It has been a month since this meeting happened. 
Knowing that it is never going to change, I just train staff how I feel the 
company will benefit and try and do bit by bit, which is what I have done with 
the FD3 department. I feed the FD3 manager how to run a department but 
that is totally to her. If it works, I get great satisfaction from it.” (T.PT.1.1 
T.PM.2.3  T.PM.2.15, T.PM.2.16  T.SD.1) (T.PT.1.1T.PM.2.3  
T.PM.2.15, T.PM.2.16  T.PM.3.4) (T.M.MS.1 T.M.IS.2  T.PM.3.4) 
 
“I have never seen a change management strategy in this company and I 
was never been involved in one.” (T.M.MS  T.M.IS.2  T.CM) 
 
“I have recorded some videos as part of my role. I have looked at only one 
video that shows how to create a field on the old ERP system. I have written 
some relating to the server and I read through it couple of times. But no, I 
have not used the videos nor documents effectively.” (T.M.MS.4  





“We worked on KTP project with the local university for quite a number of 
years and the remit was always to have an ERP system that covered the 
whole company. So one information management system, one customer 
contact system, and for every department to be able to view it. That has 
never changed. It was always something that we wanted. We started with a 
gentleman (a PhD student) from a local University, who initially took the 
project board with the funding of KTP (Knowledge Transfer Partnership) 
project and he guidelines and an outline of what he is going to produce.” 
(T.M.MS.6.4, T.M.MS.6.2). 
 
“We had numerous hiccups with the initial implementation. We did not get 
buy in from one executive which underpinned everything we were doing 
really. She was not happy with what we were trying to bring in. We had a 
chief executive, who did not really understand it (T.M.MS.2) but wanted to 
work with the university (T.M.MS.6.2) So agreed with go ahead and passed 
it to me at that time, as a FD1 executive and a senior executive. So he 
asked me to run with it and liaise with it. But, to be honest it was never going 
to work because, he was never behind it as he did not understand it.” 
(T.M.MS) 
 
“Communication issue was the biggest problem that the implementation 
consultant had and I don’t think that he believed me, until he was ready to 
disseminate the first part of the CRM system and he tend to work only in the 
FD1 department, as I was backing it. So the other departments, when we 
had meetings, either did not turn up for him or were not interested in it or 
tried to understand it.” (T.M.MS) 
 
“When the system was delivered to us, we thought that we got what was a 
good system. But, it was really, the consultant did bits for other areas, he 
was tied up with developing modules for FD2 department and it was so 
complicated and we actually knew that. It was never used by staff after the 
manager of that department left the company.” (T.M.MS.3) 
 
“I think we still have an issue with the FD2 department manager. His answer 
usually is, his subordinates should know and not him. That is not good 
enough because part of the system for us is to be able to analyse at a 
management level, so that we can make decisions on the business that are 
very effective and we can look at areas that are underperforming and do 
something about it.” (T.M.MS.6) 
 
“We have been together for 50 years and I don’t think that there was 
anything different. It is also because I have got plenty to do and I don’t want 
to anything else on board. And they were blind as they have not seen in the 
future, what it can do for them and I believe that it can.” (T.M.MS.6.1) 
 
“The board member felt that there was a need or a gap or an opening or an 
opportunity to have a graduate. We have done it for research. We were 






“Our competitors have grown immensely over years. You have got some 
competitors who are all online. The competitors drove us to want the system 
more” (T.M.MS.6.3) 
 
“The implementation consultant had a major conflict with a senior executive 
and she did stop things in and she was a very difficult lady. The chief 
executive at that time was aware of this and would rather go around her, 
than address it and it was not the right thing do (T.M.MS). At that time, I had 
lot of sympathy with the implementation consultant and it came up in a quite 
few management meetings and it was questioned why she was not buy in. 
She thought she knew more about the CRM system than the implementation 
consultant did. She thought she was a programmer.” (T.M.MS.6.1) 
 
“The implementation consultant actually came and did a presentation to the 
board of directors and they all thought that it was brilliant what he was going 
to do. So that went down really well. But when he came to do the training 
with the chief executive, the chief executive said that he had not got time to 
do it. He did not really understand it. It was easier the way he knew it and he 
did not really do just buy in.” (T.M.MS.1) 
 
“In some of the minutes in KTP meetings, even one of the board member 
said and it was noted down that there was no buy in from the chief 
executive. If there is no buy in from the chief executive, why would anyone 
else do it. So we had an issue at the top.” (T.M.MS.1  T.OC) 
 
“I think I have insight to see it is coming, whether we like it or not. Everything 
is changing. SFA, they pulled the funding down. It is all electronic. It is all on 
the computer. Everything is there, we have to stay with it.” (T.M.MS.6.4) 
 
“The FD1 department absolutely loved it and they bought in. But I was 
drilling into them every single day because I worked in the same office as 
them. Other areas tended to deviate.” (T.M.MS  T.OC, T.CM, T.ET  
T.EU) 
 
“At every end of the training, the implementation consultant asked every 
department to sign that they understood what was explained in that session. 
He could not get any more to get the understanding across and they all 
signed. But, they did not really understand, they just wanted to sign a piece 
of paper and go out. We had a record of every training session that we had, 
whether it was a one-to-one, whether it was a joint, whether it was a group 
and they all signed that they understood, they agreed that have got what 
they want and there were places in for comments.”” (T.M.MS.1 T.M.MS.4) 
 
“When we first got our system, it was something better than we had. But, 
when you started along and showing us what we could do. But I am not 
saying that it was the implementation consultant’s fault. I am saying that it is 
lack of knowledge from me, from others who did not know what we could 
expect from him. And you came only because we saw that we could 
upgrade what we had. And really we did not upgrade it, we re-invented.” 





“There were areas that were not done. We had areas that got left like the 
implementation in FD6, we could not touch that as we had an executive, 
who did not want it.” (T.M.MS.2) 
 
“The ERP system that we got is not what we initially intended (which is one 
system). When the implementation consultant was leaving, I understood that 
we ended up with two different systems and I was a little annoyed about it. 
But the implementation consultant said that it is the only way it could work 
because nobody really wanted to get involved with it. We wanted a system 
for the capacity planning in the training centre because it is one of the most 
horrendous jobs to do and also we needed a system for FD1. But I was not 
aware that they did not talk to each other until he was gone.” (T.M.MS.5.1  
T.PM.4  T.PM.2) 
 
“Nobody kind of let the consultant in and spent time with him. It is also 
because that the managers were not like me because I used to say that in 
turns spend 30 minutes with the implementation consultant and he would 
train them. But other managers did not see the importance of that. I did not 
want to fail because I was part of the project. That was my reason to keep 
pushing it.” (T.M.MS.4  T.ET) 
 
“Right at the beginning we did look at few off the shelf. We have been to 
couple of companies and see what they have got to offer. We have spent 
quite a good amount of time on that. That was one of the reasons why one 
of the main senior manager did not get on because she picked one that she 
wanted us to have and we did not go with it.” (T.M.MS.2) 
 
“We should educate the executive who is in charge of those managers for it 
to be disseminated and driven. The executive needs buy in and we have not 
spent enough time explaining to the executive what it could do because if 
anybody can push it right through, it is that executive in those departments. 
So we really to get the executive more involved.” (T.M.MS.1  T.M.IS.2) 
 
“We were told couple of times that we need to get rid of the book and that 
was by the CEO as the system was in place. I think in our department we 
had four managers in the last two years. But we did explain to our manager 
at that time that we felt better if we had that book because the way the 
system gets overloaded or if they send loads of emails and it goes down, we 
are left in the dark because we don’t know what we are doing. The manager 
agreed and so we kept it. I think on one occasion they said no and we just 
kept it. I think on couple of occasions yourself said no and we kept the book 
in the draw but soon we started using it again.” (T.M.MS.1, T.M.MS.3  
T.OC.3.1, T.OC.3.2  T.EU.4.2) 
 
“I produce a spreadsheet every week to managers and on the information 
that is inputted on the spreadsheet is actually available on the ERP system, 
all they have to do is a pull a report off. But they don’t want to do that, they 
rather like me taking out time out of my day to do the spreadsheet that 




everybody that gets sent to. That is a peeve of mine I think because I am 
doing this to send it to you and everything that is on the sheet is on that 
system and you not using it. I used to always tell them that I don’t have to do 
this, why do I have to this but they used to say that such a body reads it and 
such a body look at it. But, I used to say that it is all on the ERP system. I 
did tell my manager but no action was taken.” (T.M.MS.4  T.OC.3.2, 
T.OC.3.5) 
 
“We had managers who were telling us to use the system rather than 
actually identifying our problems in using the system and helping us. This 
was the general consensus of the managers that we had so far. My previous 
manager was not managing us because she was not from the background of 
what our department does. She was a FD1 department manager. So we 
were not really managed if I have to be totally honest. She was our manager 
for 14 months. Our new manager, who has been our manager from past 8 
months. It is hard and she is still grasping what we do and that is only 
because she has been a marketing manager and understands a bit of what 
we do. We had a manager, who was our colleague before getting promoted 
to become our manager but I don’t think we were managed by him and I 
don’t think we were ever managed by anybody because we used the 
system.” (T.M.MS.3  T.OC.3) 
 
“We were inputting the information and retrieving the information but were 
not told how to make use of the information effectively. Our new manager is 
good, she comes to us. A manager of ours used the system but used to ring 
us and ask for some reports because he was so busy. I know he can see 
that information on his own but he was very busy.” (T.M.MS.4) 
 
“We were asked by our managers what we were doing for that day but that 
was it. It was only our new manager who comes and has daily morning 
meeting with us. I would rather have that unlike our previous managers. It 
puts in my mind as well because I have do lists of my own and half of the 
time I don’t get to cross off them. Having a manager like that is also 
motivating me in doing my job.” (T.M.MS.5 T.OC.3.7) 
 
“From the time I was using the ERP system, it is one of the main KPIs in my 
one to one and it was always mentioned, in my appraisals, now mentioned 
in my one to ones, etc.” (T.M.MS.5) 
 
“The tutors used to not fill in the registers properly and it was because it was 
not monitored properly. It could also have been because of lack of training.” 
(T.M.MS.4  T.OC.3.9, T.OC.3.10, T.OC.3.11  T.EU) 
 
“I have tried to show the benefits of the ERP system to my manager. I have 
shown him the calendars on the capacity planning system, how to see the 
learners’ information, tutors’ information, etc. However, at this moment there 
is a lot going and so the manager does not use the system.” (T.M.MS.4  
T.OC.3, T.CM  T.EU) 
 




company. Me, my new manager and the deputy executive worked on it 
which is now the capacity planning on the spreadsheet. It was literally once 
that happened, so we did not have much time to get completely organised, 
especially planning on the ERP system.” (T.M.MS.3  T.OC.3.8  T.EU) 
 
“Mainly I think, that they (my manager and the deputy executive) were under 
the impressions that the system was wrong. Whereas I feel that it was used 
wrong. It had its downfalls. It was no way near to the capacity planning on 
the new ERP system. However, the capacity planning on the spreadsheet, 
made it very clear. You can see in the same view.” (T.M.MS.4  T.OC.3.8 
 T.EU) 
 
“My manager has always pushed us to get everything sorted on it. He 
wanted to get it implemented as soon as possible. He has given us all the 
support we needed. Because, whenever we have shown the system, he 
liked it.” (T.M.MS.1) 
 
“Well he had our manager’s input in early stages. Once we knew the layout, 
he kind of left me and my colleague to be part of designing the system as he 
is busy with other stuff. And I think he trusts our judgement. For example, 
regarding things like registers he had his inputs because there is certain kind 
of information that the manager needs like the reporting side, etc.” 
(T.M.MS.1) 
 
“The then CEO did not have a clue of what was going on. The only thing he 
wanted to do was look at the spreadsheet and look at balance. He did not 
understand what happened up here.” (T.M.MS) 
 
“I did not have time to go and analyse the data. I was not happy about being 
the manager of that department. It was too much for me as I was also a 
manager of another department. I was relatively a new manager, where I 
was trying to get my head over my department. I am responsible for 
purchasing all machines. I had all tutors, department administrators, overall 
responsibility for planning and top of that department this department was 
given to me to manage, saying can you look after them. So I give advice and 
everything else but in regards of time, sitting here and analysing data was 
just impossible.” (T.M.MS.1, T.M.MS.4, T.M.MS.5, T.M.MS.6  T.OC.3.2  
T.EU) 
 
“I constantly in back of my mind used to think of analysing information as it 
can reduce my workload and also generate more revenue to the business 
but I have other responsibilities which consume lot of my time. It is 
constantly badgered. So that is where the problem lies. The executive did 
not believe my words until she moved to beside my office.” (T.M.MS.1, 
T.M.MS.4, T.M.MS.5, T.M.MS.6  T.OC.3.2  T.EU) 
 
“Management structure has improved massively. It is more open and 
everyone knows what is going on. However, I do think that some areas are 
too much and it is difficult to manage everything that you are responsible for, 




members of staff, recruitment, etc.) and that is just my example. So you 
cannot guarantee to get the best results because you are thinking of too 
many things all at once. I do about 21 one to ones bi monthly and each one 
generally lasts for about 90 minutes. I think it is stupid to have them. I think 
we take up a lot of time in doing unnecessary work.” (T.M.MS.1, T.M.MS.4, 
T.M.MS.5, T.M.MS.6  T.OC.3.2  T.EU) 
 
“I need training on the new ERP system. I was asked and I said that I need 
training on FD3 side and the capacity planning. I have seen the capacity 
planning and I know how it is working but to physically go in and input myself 
and analyse and do everything it, then no I don’t know it. It is purely because 
I have not got time. I have got twenty learners to try and get signed up by 
end of next month.” (T.M.MS.1, T.M.MS.4, T.M.MS.5, T.M.MS.6  T.OC.3.2 
 T.EU) 
 
“I am dealing with more staff. I am dealing with trailblazers. I am still a key 
contact for the September intake. I am still the quality manager for 10 
employees that consume lot of my time up. I have to also observe staff and 
grade them. The one to ones. Maybe it is down to me and it is bad time 
management. But I feel that I give 110% when I am here and psychically do 
as much as I can. I would like to be able to sit down and be able to analyse 
data, look at it, understand it more but it is getting that time to be able to 
develop that understanding, over the priorities of what I have got already in 
place.” (T.M.MS.1, T.M.MS.4, T.M.MS.5, T.M.MS.6  T.PM.1.2  T.OC.3.2 
 T.EU) 
 
“I have seen how tutors need to log in. But again tutors still have not got 
IPads that they can login on because they all are not in a classroom and are 
in sections. I raised that issue six months ago. The IT coordinator got a big 
long tablet, which I think is not any good because I can see it being dropped. 
I think it is too big, too long and heavy. I think it would have been easier to 
have a small IPad.” (T.M.MS.1, T.M.MS.4, T.M.MS.5, T.M.MS.6  T.ES.4 
 T.EU) 
 
“I think my staff is using the capacity planning system properly. I say that 
based on the reports they provide to me. If I ask for anything like who is 
doing what or who is running where, they are able to. But again I can go of 
based only on what they are telling me because they know lot more than the 
system than I know.” (T.M.MS.4). 
 
“I have provided staff with time to input on the system. I thought for them in 
the background where other people are trying to shed more work on them, 
by explaining to all of them that the priority is to input the data. I check with 
them weekly on where they are up to. I viewed the attendance side, lateness 
side. I watched them do some on the reports on the system. The senior 
administrator has just done a report this morning for one of the employers, 
also telling a subcontractor exactly the dates on which they will be delivering 
a course for us. So in regards of support, I will be there for them with 





“At times I have seen short term behaviours of top management, but I don’t 
want to name them.” (T.M.MS.1) 
 
“I am able to talk to my manager, where I am up to, what my concerns are. 
Last week, I was thinking about it at night and I came in and said to my 
manager that I am worried about the system as not all information is there 
and I am struggling with time. My manager then spoke to the IT coordinator 
and said that you need to show the manager how it can work and the IT 
coordinator did. That gave me lot of confidence. I was a bit wary at the 
beginning because when you were transferring over the systems, you are 
running two systems for certain period and you want at least one system to 
be accurate. The IT coordinator went through with me about how to input 
different things on the system. My manager did identify my concerns and 
was able to move it forward.” (T.M.MS.4.4, T.M.MS.4.5) 
 
“Rather than blaming anyone about duplicating information, I think we 
should go back to the root causing the problem, as long as they understand 
the implication of inputting wrong information in, do they understand that 
there are three records. I think it goes back to the training and they signed. It 
goes back to the accountability, like if you have gone some information 
about how to learn the system then it can be something brought to your 
attention saying that you should not be inputting incorrect information. So it 
is back to the manager mentioning in one to one. But because they got 
training and they have signed for it and if they are going to make errors and 
they are going to mess our system. So we need to probably monitor that 
way. Training is the must and foremost.” (T.M.MS.4, T.M.MS.5, T.M.MS.6  
T.ET  T.EU.2.1  T.IQ.2, T.IQ.3) 
 
“We did not cleanse the data until recently. That is again a time factor 
because you know how difficult it is going through here.” (T.M.MS.6.1  
T.PM.2.9) 
 
“Well on a month basis, I randomly pick 20 companies and go through their 
records on CRM and check them. So I am not going to get them all but I can 
certainly check 20. To be honest, whether it is once that I have chosen they 
might be ok. But there might be things like not putting enough customer 
notes in. By doing that it does help but it is very time consuming. It has 
worked so it is making sure.” (T.M.MS.4) 
 
“It is part of the KPIs is to make sure that their data is up to date with what 
they are using. The key accounts information has to be up to date. I ask my 
staff to give me the list of the companies they deal with and I pick up a 
company and make sure that they are up to date. The management wanted 
the system to be up to date and that is the only way I can check it. I have 
told the staff member that his notes need to be clearer and understand that it 
is very important that we have full history and not just partial notes.” 
(T.M.MS.5.2) 
 
“It is in the KPIs that if I tell them and if still their information is not updated, 




be taken off from them and given to somebody else.” (T.M.MS.5.2) 
 
“As regards to ERP, I meet with the ERP coordinator so I do think the 
relationship has gone a bit stronger in that aspect. I can question the IT 
coordinator because he is coming back to us now and we are addressing 
issues and so we are looking at new things (e.g. ideas) all the time. But 
before, I had a list of things, you get frustrated because they are not being 
crossed off. The IT coordinator can help me to make it work better.” 
(T.M.MS.4.5) 
 
“I know my manager very well and she has same interests as me for the 
team and sometimes it restricts us to what we can offer and it is sharing 
ideas to incentives. But it is good that we can bounce of each other and she 
gives ideas. That is a good thing for our meeting.” (T.M.MS.4.5) 
 
“I get support from my manager. We started to have regular meetings and 
that is big because it is sharing information.” (T.M.MS.1) 
 
“They ask why we are unable to hit the target. But they ask only because 
they have to ask it and not because they want an answer and make things 
better. Nothing is done or changed if we do not hit the target. Say for 
example if I say today that I will bring in £1000, the next day the manager 
may say that I have not hit the target and I come up with an excuse. Nothing 
is done about these as the manager never analyses where we are failing or 
how we can improve.” (T.M.MS.4 T.OC.3.2) 
Relationships between Identified Themes Triangulating with 
existing literature Theme Affected Theme 
Short term behaviour of 
top managers 
(T.M.MS.1) 
Lack of top management 
support (T.M.MS) 
Peng et al., 2010b 
Poor engagement of top 
managers (T.M.MS.1) 
Managers showing poor 
cooperation in dealing 
with ERP problems 
(T.M.MS.4.5) 
Peng et al., 2010a 
(Higher level of) Top 
management beliefs in 
ERP assimilation process 
(T.M.MS.6.1) 
(Higher level of) Top 
management 
participation in ERP 
assimilation process 
(T.M.MS.6) 
Liang et al., 2007 











change in the top 
management team 
(T.M.MS.3) 
Top managers not 
providing sufficient 




Peng et al., 2010b 
Short term behaviour of 
top managers 
(T.M.MS.1) 
Lack of top management 
support (T.M.MS.1) 




Peng et al., 2010b 
Top management 
(especially CEO and 
CIO) not concerned 
about ERP usage 
(T.M.MS.4) 
Gap between the 
system and the business 
needs (T.PM.3) 
Fang An-ru et al., 
2009 









CEO commitment and 
involvement (T.M.MS) 
Determinant of BPR 
execution (T.PM.3.4) 
Yu, 2005 
Power centralisation of 
top management 
(T.M.MS.2) 
Insufficient use of critical 
thinking of employees in 
designing system 
 (T.PM.4.1) 
Peng et al., 2010b 
Leadership 




Zhu et al., 2010 
Managers quickly 
realising when the 
Arranging Training and 
education, to correct the 










Competency of internal 
ERP team (T.PT.1) 









Hung et al., 2012 
Higher top management 
participation in ERP 
assimilation process 
(T.M.MS.6) 
(Higher level of) ERP 
assimilation (i.e. 
deployment/extent of 
adoption) within the 
organisation (T.EU.2) 
Liang et al., 2007 
Managerial commitment 
towards building 
knowledge within the 
organisation 
(T.M.MS.4.1) 




Nwankpa et al., 2014 
 
Managers setting clear 




Better ERP usage 
(T.EU) 
Fang An-ru et al., 
2009 
Management 
communicating with the 
team (T.M.MS.5.2) 
Better ERP usage 
(T.EU) 



















System quality (T.SQ), 
information quality 
(T.IQ), Individual impact 













Galy et al., 2014 





Top managers’ role and 
their Long-term 
endeavour (T.M.MS) 





Peng et al., 2010a 
Top management 
support (T.M.MS) 
ERP project outcomes  
(T.OI) 







Organisational fit to ERP 
(T.PM.3.2) 
Users’ characteristics 















 Communication of 
management 
expectations regarding 
the nature of expected 
ERP benefits, at the level 
of the operating 
(T.M.MS.5.2) 
Limited management 
follow-up from initial 















Kronbichler et al., 
2009 
Trust personal common 
sense rather than system 
data to make decisions 
and less inclined to use 
systematic procedures 
and explicit information to 




Peng et al., 2010b 





Brown et al., 2003 





Table 4. 39:  Substantiating quotes on ‘management support’ and 
triangulating with existing literature (Source: Author & Literature) 
 
4.5.7. Implementation Strategy 
Organisations implementing/who implemented ERP system need to carefully 
manage ERP implementation strategy (i.e. implementation and post-
implementation strategy), as it is about how an organisation goes about 
planning and directing the deployment and exploitation of an ERP 
application. Having a thorough implementation strategy increases the 
likelihood of ERP success in both implementation and post-implementation 
phases. Similar observations were made at ITL. When they had a through 
strategy during the post-implementation, the number of users using the 
system effectively increased. From the study, implementation strategy can 
be categorised into: 
 Clear goals and objectives (T.M.IS.1) 
 ERP exploitation plan (T.M.IS.2) 
Clear goals and objectives (T.M.IS.1) 
ERP implementations are so prevalent, not merely because of the hype 
created ,but to gain benefits through lowering costs and increase benefits. 
However, if an organisation fails to realise the company’s vision and does 
not have SMART (Specific, Measurable, Achievable, Relevant, and Timely) 
goals, then they would be aimless and struggle to take benefits from the 
system. ITL faced a similar scenario during their initial implementation of ER 
system. So, it is very important for the ERP organisations to know what their 
business should look like at the end of implementation and also during 
exploitation phase of the system. Following are the sub-factors of ‘Clear 
goals and objectives’ recognised from the study: 
 Business/corporate vision (T.M.IS.1.1) 
 Strategic goals of the organisation (T.M.IS.1.2) 




 Shift in goals and consensus on objectives and how success is 
measured (T.M.IS.1.4) 
 New projects/extension of projects to leverage off ERP system 
(T.M.IS.1.5) 
 Desire and expectation for continued organisational learning and 
knowledge support (T.M.IS.1.6) 
 Post-implementation development plan (T.M.IS.1.7) 
A company which has a good vision, describing its desired position, 
positively impacts the quality of implementation phases of the ERP system. 
This positive impact on the quality impacts how an organisation perceives 
the benefits from the system. It is very important to set and achieve goals 
that promote and are in line with the company’s vision. To achieve these 
goals, the companies look towards taking maximum advantage of ERP 
system through new project or extension of existing project, continuously 
supporting learning, and having a good post-implementation development 
plan in place. 
The interplay between organisational pressures, conflicting organisations, 
inter-organisational power relations and market forces may lead an 
organisation’s ERP system towards failure. At the same time the competitive 
pressure may also drive the organisation to stay competitive by increasing 
their efficiency and provide good customer service to customers. And to stay 
competitive, organisations promote usage of ERP system to its employees 
by putting in place a through exploitation plan. 
With time, the business conditions change due to various reasons such as:  
competition, change in government policies, etc. To stay competitive in the 
market, the changing climate forces an organisation to change its goals and 
based on them agree on objectives and also how they measure the ERP 
success. This in turn pushes the organisation to relook at their exploitation 
plan. 
 




Having clear goals and objectives drives the organisations to think about 
how can they achieve those goals and objectives (i.e. an explicit and 
detailed ERP exploitation plan)? As an example: How can users be 
encouraged to use the system? How can the company achieve potential 
growth rate and also increase the ROI? How can the system support users 
in making decision? Etc. To answer them, they should have an 
understanding of how can the ERP help them. Having an explicit and 
detailed exploitation plan provides the organisation with a clear direction for 
further ERP improvement and development. The factors identified under 
exploitation plan are: 
 Utilising ERP-related know-how and expertise accumulated over time 
(T.M.IS.2.1) 
 Utilising functional Subject matter experts (T.M.IS.2.2) 
 Recurring and ad hoc exchanges between different stakeholders 
responsible for evolution of ERP (T.M.IS.2.3) 
 Allocating and optimising resources to drive the greatest results and 
volume (T.M.IS.2.4) 
 Availability of IT resources (T.M.IS.2.5) 
 Time since first implementation of ERP system (T.M.IS.2.6) 
 Organisation’s ERP knowledge at beginning of the project 
(T.M.IS.2.7) 
 Moving from implementation phase to post-implementation phase 
(T.M.IS.2.8) 
 Organisation compatibility with ERP system (T.M.IS.2.9) 
 Selling the project internally and getting the political support required 
for it to become an organisational priority (T.M.IS.2.10) 
 Organisational project motivation (T.M.IS.2.11) 
 Absorptive capacity (i.e. organisations having prior knowledge that 
facilitates assimilation of external information and its application to 
commercial ends) (T.M.IS.2.12) 





 Managing readiness (i.e. organisational, social, and technical 
readiness) (T.M.IS.2.14) 
 Top managers making important IT decisions without consulting IT 
experts and system users (T.M.IS.2.15) 
 Planning organisational mechanism (Strategic and operational) 
(includes group interaction, KM, organisational learning and change 
management) (T.M.IS.2.16) 
 Steps taken to improve ES process optimisation (T.M.IS.2.17) 
 Ability to leverage ERP expertise from multiple sources (T.M.IS.2.18) 
 Organisation’s total revenue (T.M.IS.2.19) 
 Dealing with problems occurred during various stages of ERP life 
cycle (T.M.IS.2.20) 
 Structure of post-implementation support (i.e. support structure) 
(T.M.IS.2.21) 
 Maintenance and support Strategy and focuses (operational and 
strategic focuses) (T.M.IS.2.22) 
 Choice of project structure (T.M.IS.2.23) 
 Organisation supporting openness and experimentation of ideas 
(T.M.IS.2.24) 
 Allocating sufficient budget and funds to ERP post-implementation 
(T.M.IS.2.25) 
 Investments in on-going major Enterprise Systems (ES) business 
improvement project (T.M.IS.2.26) 
 
Substantiating Evidence 
“The business vision has always been to have a system that is at our finger 
tips and allow us to know what is going on across the company, know who is 
performing and who is not, know who is on holiday and who is not, know 
about the capacity in FD2 department, know information even from the 
safeguarding point of view.” (T.M.IS.1.1) 
 
“As a senior manager I believe that this is what the company needs to get 
bigger, grow forward and be more organised. Though I am not an It expert I 
have always seen the benefits of it. That is the reason why I always shown 




ERP system usage.”  (T.M.IS.1.6) 
 
“I was working as a tutor and as the consultant was leaving, I was brought in 
to try and learn everything that the consultant implemented for the last 
couple of years. I was doing more of a crash course and was shown the 
basic things of how databases are formed and was shown graphs. Basically 
he showed me what this button does and what that button does. You press 
this and that brings the sale order, you press that and that gets the 
confirmation, etc. He showed me the functionalities for the partners, Sales, 
CRM section about reporting your leads and opportunities. He explained 
what a lead is, what an opportunity is, when a lead converts to an 
opportunity. It was mainly the FD1 because that was the main part of the 
CRM.” (T.M.IS.1.7  T.M.IS.2  T.PT.1, T.PT.2) 
 
“Whereas regarding the FD3, the consultant sort of understood the process 
of the department, however it was a last minute thing. He probably had a 
crash course, saying right we want this, we want that, etc. They wanted a 
separate section for signed up candidates however he did not know why 
they wanted it and he just did what they asked for. At that stage, I would say 
there was no massive process like the FD1 had, for example creating a lead, 
lead to an opportunity, opportunity to a quotation, quotation to a sale order 
and then you do the bits to the account team. I think it was more of a list 
based, if I think about it now, where you got a list of candidates, list of 
vacancies and then you would match the candidates manually to a vacancy. 
You had the CRM as everyone calls it on the FD3 side which was literally all 
it was, was an opportunity like the sales bit, just in a different section call 
recruitment and the recruitment officers would go out and get the sales, 
marketing leads. They wouldn't have a different section for marketing leads. 
They would have one opportunity and they used the stage field to separate it 
from a marketing lead. That is what they called it. They did not call it as a 
lead. And had a little flow of going from a marketing lead to New. The 
department had their own terminology. The system was literally on one 
platform but for two different things. (T.EU.4.2  T.II  T.M.IS.2.25, 
T.M.IS.2.26  T.PM.1  T.PM.2.3  T.SD, T.ES, T.CM.2, T.ET.2.1) But it 
works for them. But did not have buttons like the FD1 which moved from one 
stage to the other. (T.SD  T.EU  T.WI). Going back, I remember they 
used to put only key things in when logging histories in, they put more in 
now.” (T.CM.2, T.ET.2.1  T.EU.2  T.EU) 
 
“At a point of time, the manager of FD1 department was also managing the 
FD3 department, but actually she was more of a FD1 manager and she did 
not know the FD3 department process on the ERP system. I think even I did 
not show her the FD3 department process to her. I don't think she was 
shown the process on the ERP system. However, I'm sure she was shown 
the FD3 department process in general because she had targets and used 
to do one to ones with her staff. Actually, she never had complete 
knowledge of the FD3 department process, she is more of a FD1 staff 
member. I think she was managing people to do the job. They just came 
under her. She was then manager of FD1 department and just inherited 




longer two years maybe I think.” (T.M.IS.1  T.OC  T.EU) 
 
“There is nothing on the ERP system to manage the quality of training that 
we provide and the FD1 manager has never requested for functionality on 
the ERP system that can help her in managing the quality of the Education 
that we provide. No one comes to me and asks how we can improve 
business using the ERP system.” (T.M.IS.1  T.PM.2) 
 
“So we identified and changed that we added quite lot of fields in E-Learning 
module to do different things like they have a review system in now, which 
shows them when the next review is. They can track the learners with the 
amended dashboards.” (T.M.IS.2  T.PM.3.3  T.SD.1  T.EU) 
 
“We have effectively used our subject matter experts by making them as 
part of the project team and also in sharing information and develop others. 
This has benefitted us a lot because we now have individuals coming and 
requesting for more features that would help them in their role.” (T.M.IS.2.2) 
 
“As we did not have the right skills to maintain the system, we have heavily 
involved our IT staff in the development of the system. We also now have 
the workgroup champions team to support and train the staff in their 
respective departments and then suggesting improvements through their 
managers and that will come at the management meeting. As we are a small 
company, we are also now thinking of training staff in other areas, which 
would be handy as a backup in scenarios when our key staff leaves the 
company.” (T.M.IS.2.5, T.M.IS.2.21, T.M.IS.2.22, T.M.IS.2.23, T.PT.2.2) 
 
“We have involved our key IT staff in making IT decisions as we do not know 
who else can make that. However, they were not involved while purchasing 
an important software for FD4 department as it tends to be operated from 
that particular department” (T.M.IS.2.15) 
“We had off the shelf software packages to help us in our departments. That 
knowledge has really helped us in building the ERP system.” (T.M.IS.2.12) 
 
“When the ERP system project was about to be initiated, our organisation 
was not ready to be honest in terms of technical expertise or even culturally. 
Though our partner drove us to build the ERP system successfully, we have 
struggled to pick it up straight away in terms of understanding and 
implementing change management strategies in using the system 
effectively. However, as the product matured over years, with the support of 
our partner, I can see the difference in our organisations perception on how 
beneficial these systems are.” (T.M.IS.2.14, T.M.IS.2.18) 
 
“There was grief in a staff member’s family, and she has not been in since. 
There was only person that I could train. It is live but it is waiting for them to 
test it. But we need everybody on it and there is only one person using it, so 
I can’t train that person now. They are the physical difficulties that I have 
come across.” (T.M.IS.2.25, T.M.IS.2.26, T.PT.1.1  T.ET.2.1) 
 




because someone thinks that it is going to work won’t work. I initially picked 
a staff member from the department as an ERP champion based on him 
being new (who can bring in new ideas), he is young, and he is fresh and 
wise. When it comes to it, he is quite slow on computer which we did not 
know initially. He makes mistakes and he is not going to be using that 
system as an ERP champion. In a way the person who bought in is the ERP 
champion unofficially but I have used her as champion. If I want to 
disseminate anything to the team, I would go to her. So I feel that the ERP 
champion thing will not work unless you know whom to pick. The person 
bought in asks questions whereas the person who did not buy in straight 
away, she will write things down and then ask the person who bought in. 
Though the person who bought in might not be best at computers, she 
should be the ERP champion for that department.” (T.M.IS.2.1  T.PT.2.2 
 T.ET.2.1, T.ET.2.2  T.EU  T.II  T.ET.2.1  T.EU) 
 
“Now going off the system there is a lot that she can do. However, they 
might not be put forward for her because they might have not got a chance 
to go through each vacancy yet because it is a daft time to go live because it 
is a busy time for the staff due to the February intakes. So they are 
searching for lot of business and lot of things came in and have taken 
priority. So all the other ones are not priority, though that is an excuse for 
them but it is a valid one. So I would say they are very stressed. Because 
we have lost a member of staff, a department manager is doing the dual role 
and so he has not got the time to put on the information on the ERP system 
and firing any vacancies so we could get the business as quick as possible, 
which is what you have to do sometimes.” (T.M.IS.2.22)  
 
“The FD3 department know the overall goal. I know they have mini goals like 
example 1,2,3 and 4. Something that we have introduced with the new 
system. But before that, I don’t think they had a clear goal and objective on a 
daily basis, even when I was conducting the daily hurdles, there was no 
clear objective. The main objective was to match as many people as you 
can but nothing was really broken down, which made then do bits and bobs 
all day. They had no structure for their day.” (T.M.IS.2) 
 
“Based on previous KTP project, there was analysis on different ERP 
systems, which is documented somewhere that explains why we have 
chosen this based on cost.” (T.M.IS.2.7, T.M.IS.2.25, T.M.IS.2.26  
T.PM.2.3, T.PM.2.4, T.PM.3.3 T.PS.2) 
 
“We did not have a choice with selecting vendor. We are a charity and we do 
not have loads of money. ERP consultants charge a lot of money to consult 
and if they can develop then it is a bonus and if they don’t they send 
somewhere else to develop it. But that comes at a cost. As we have 
collaboration with the local university, it was like a project. It would help the 
company and also the student from the university in there learning as well. 
So it was a collaboration I would say. So, I don’t think we had a choice in the 
matter because we would not have afforded an ERP consultant to build what 





“From make a system point of view of what we wanted and go home, then I 
think right amount of time and budget was allocated for this project. 
However, if what we asked for was not right, you made anyway and just 
went that is a different thing. If it is like let us make a really good system that 
the company will benefit from, then no, we did not allocate sufficient 
resources. However, we may have spent too much time in trying to change 
things in FD1 and FD3 department, which was not part of the plan. But if that 
was part of the plan then there is no enough time allocated.” (T.M.IS.2.25, 
T.M.IS.2.26  T.OC, T.CM, T.ET) (T.M.IS.2.25, T.M.IS.2.26  T.PM.2, 
T.PM.3, T.PM.4, T.PM.5  T.OC, T.CM, T.ET) 
 
“I will share information and I want to. It is great to be needed. It is a good 
feeling to be needed. From my personal interest I would like to get as much 
information as I can because it makes me more powerful and employable. I 
have worked here for 14 years now. I like the company and I feel like I owe 
the company because of where I am today so I will share the information 
with people providing they will understand it and is competent enough to 
have that information. I have learnt it myself and no one taught me apart 
from you. I have been on a course but not anything to do with IT. I have tried 
to get information from the IT service provider because I was literally a tutor 
before. There was no IT support so they said this is your new job because 
you wanted it and you can have it now, which was my training.  If someone 
asks me to share server information with someone, then I would say no and 
it is not because of my personal interest, it is because I don’t want them to 
mess it up. If we had a team, then I will share the information and I would 
like to be their manager. I will not be passing out all the information probably 
because I know it better.” (T.EU.4.1  T.II  T.ET.2.1) (T.M.IS.2  
T.PT.1.1, T.PM.2.13  T.ET.2.1) 
 
“The local university we collaborated with has all the expertise but don’t 
forget you and the researcher before were learning on the job. You both 
were not ERP consultants who had done this before. So I would say no. 
When you started you did not neither do the previous one. Because you 
were learning and you were growing in your role and doing PhD. Otherwise 
it would not be the university and it would have been a proper consultant 
and we cannot afford to pay them. As you gone along, you got much better. 
Your prior experience was purely programming in .Net but you learnt python 
and programming on the ERP system we use, because you did not know 
before. So at the start you did not have the expertise but the university 
does.” (T.M.IS.2.25, T.M.IS.2.26  T.VE.2, T.VE.3  T.ET, T.CM) 
 
“We had regular meetings with teams, being in a business we had staff that 
was not familiar with an ERP system; we had managers that did not 
understand what we were doing. So right from the outset, developing the 
ERP system was always going to be different. We used to call it CRM until 
you came along in October 2014.” (T.M.IS.2.10, T.M.IS.2.7) 
 
“I explained to the consultant that in order to get buy in from people, it is very 





“We revisited what we wanted by looking at what we got from initial 
implementation project. You have instigated based on what we want.” 
(T.M.IS.2.8  T.M.IS.1.6  T.M.IS.1.7  T.PM.2.3) 
 
“I will admit that you picked lot of dregs up from what the implementation 
consultant had left.” (T.M.IS.2.20) 
 
“In certain areas we had failed to get certain staff on board. They say doing 
the job as a bigger priority than learning away that could help them do it 
better. So we, if you remember, we had discussions right in the early stages 
about what is the priority. My priority was ensuring to get the staff along with 
you and hopefully I prepared you for the resistance that staff probably put up 
against you.” (T.M.IS.2.20  T.M.IS.2.2 T.M.IS.2.4) 
 
“There is nothing better than working with the real people and not one 
person in this company is same as the next one. So you had to then shift 
your mind set, where you was to do the technical side, which nobody in this 
company can do and then disseminate it. Which is when we identified IT 
coordinator to spend some time with you and work alongside you, try and 
pick something up (T.M.IS.2.8, T.M.IS.2.20 T.OC  T.CM). He would 
never be able to the technical bits as he is not qualified for that but be able 
to support you by giving directions and what was done previously 
(T.M.IS.2.1). We then asked for us to look at the flow chart of what we are 
going to do and how we are going to do it. We looked at the project plan.” 
(T.M.IS.2) 
 
“We had meetings with staff, we had meetings with managers and we did 
struggle to get managers on board and I know that it was a frustration for 
yourself right in the early days. I tried my best in the background to work with 
the managers, I tried to support you but it is no use and we learnt to our 
determinant that it is no use me backing what you are doing, as nobody else 
is following up through.” (T.M.MS, T.M.IS.2.11) 
 
“One of the big conclusions we had was we don’t have consequences if they 
did not do it. We then talked about having group of people who knew about 
it. It took us forever to get around to implementing that. In fact, we are still 
trying to implement that (T.M.IS.2.20). And I think it was probably because, 
the IT coordinator at that time was being quite protective of his own role. I 
am not speaking out of turn, I can understand that, what it did was pull as 
back a little bit. There was lack of sharing information because he felt that 
there is a threat to his role. That took a quite number of one to ones to tell 
him that we should be working together.” (T.M.IS.2.10 T.ET.2) 
 
“I as a senior manager made the decision to put the IT coordinator in the 
same room with you, so you could share good practice and the IT 
coordinator is still reluctant to share everything because he does not want 
his job to disappear.” (T.M.IS.2.4  T.OC.1.4) 
 
“I think we need to focus on the managers totally understanding what it is, 




understand that they can question the workflow if they think it can be more 
effective by doing it in a different way and unless they produce one and work 
to it, they won’t know that. And again, that has come out of our discussions 
and what we are doing in this company to try and implement the system 
effectively.” (T.M.IS.2.17 T.ET.2) 
 
"One of the board of directors came and spent some time with me in FD1 
and looked at the system we got because I brought it up in one of the board 
meetings because I thought that the systems that we had at that time were 
no longer effective and it could hold only so much information, and we were 
not sharing up with any departments. We have got apprentices in companies 
and we have got companies that have used us for commercial courses but 
there was a fine line that did both. What we were saying was that we have 
lot of data that could be quite productive by sharing for example, if they do 
lot of courses why not take an apprentice and vice versa. So it was deemed 
that we had one system that can pull the information straight away.” 
(T.M.IS.1.2  T.M.IS.1.5) 
 
“Last time the FD3 department staff thought that they have won because 
they did not move with what the implementation consultant was doing. I think 
now this time, they are ready to move with it because the way you have 
done it is because you have shown them what it could do. You have 
involved what you would like it do and it has been like dragging teeth. But I 
think now they are seeing the benefit.” (T.M.IS.2.20, T.M.IS.2.1  
T.M.IS.2.2  T.PM.4.2) 
 
“FD6 department thought she could do it and then she stopped and said that 
her team could not join the meetings because they had more priorities to do. 
What it was that she did not like the implementation consultant, made her 
own judgement and unfortunately the chief executive supported her by 
saying that the finances need to be done and carry on without including it.” 
(T.M.IS.2.10) 
 
“Being in Being in FD1 department, I know the questions that the customers 
ask like how many courses have I bought of you over the last 12 months, 
what courses have I bought of you, etc. And when we should be able to 
press a button and see. That was a good strapline for the chief executive. 
He used to say to the implementation consultant to go away and bring him 
something, where he would with press of a button would get the information. 
I don’t need to know about the process. This is what was said by the chief 
executive. He was a bit stalemate.” (T.M.IS.1.3) 
 
“I have always been intrigued to computer and the information on it can give 
it to you. I don’t think that I was ever old fashioned and I would not look at 
anything new. If I see something in company, I think that why can we not 
have it. I have gone and researched a little about the systems that I knew 
other people were using. I was involved in bring the Goldmine software here. 
It was off the shelf software but I wanted to know how it knew that this 
company was with that company and how it matched. I don’t think I will be 




business, you are talking about where your company is going to go and if we 
sit in the shelf we will close. It is all about technology. It is always about 
having information in hand. It is always about being able to analyse every bit 
of your business and the examples I have been shown really turned me on. I 
knew that this is what this company needed.” (T.M.IS.2.24) 
 
“It is discussed in every meeting, every management meeting and every 
management huddle. I have my weekly meetings with yourself and the IT 
coordinator. I speak to the IT coordinator separately to see how it is going. I 
speak to individual managers to say you need to do this and you need to 
that. I am probably more involved on a one-to-one basis saying you can do 
this; you can do that on an ERP. I am probably pushing it more vocally than I 
did last time and telling people that it is not going to go away and get on to it 
and that is why I am sending the instructions to every manager to produce 
the procedure a flow chart within their department because they need to 
know it.” (T.M.IS.2.4, T.M.IS.2.8, T.M.IS.2.10) 
 
“When the consultant first came to build the CRM, he has kind of told us that 
we will build the system for you (i.e. the whole department). So what you are 
using currently will be on the system. So be it the planner, be that be the 
FD1 team to put the sales on and putting the certificates. For me, when it 
was brought forward and was said that we will have the new system. It was 
never told to me that the system is coming whether you like it or not. It was 
always like, this guy is coming in to build a system. Start building some 
ideas and the team gets together, yeah right! We could do this; we could do 
that. And obviously as time goes on, the system is put together and it has all 
the information on it that we needed at that time. It was always a 
collaborative work (like a team built it and not an individual).” (T.M.IS.2.2  
T.PM.4  T.SQ  T.EU  T.WI  T.M.IS.2.8) 
 
“The consultant spent so much time with FD1 department, that is where his 
support was mainly focussed on. I blame the organisation for this and not 
the consultant because we were all in it together from day one for the full 
three and half years, then a time table should have been set out like it is set 
out now. But it should have been like 3 months in one business unit, three 
months in another business unit, etc. like whatever the plan should have 
been.” (T.M.IS.2.4). 
 
“Once we know what our companies are doing, we can do more with them. 
Because our competitors will do it otherwise. We cannot stop competition 
and it is healthy but also we need those companies thinking about us as 
being the number one. This is where we go for our training because they are 
helpful.” (T.M.IS.1.3  T.ET).  
  
“We can look for information and we can probably see a bit histories are 
getting better because I think the users are knowing more about but we 
should have done a few years ago. We should have known about it when we 
first started the system. We have accepted it long time ago but other people 
are accepting that it is a tool for everybody and that will help them do the 




because they don’t know how to use and they don’t know how to get the 
best from it. So it all goes back to what did we show them during the 
training, what information we gave them with the training. So if we give them 
the right start, then they all will be an advocate of the system and to know 
more.” (T.M.IS.2.7  T.OC.3, T.ET  T.EU  T.II  T.M.IS.2.2  T.ET, 
T.OC.3.7  T.EU) 
 
“We jumped to a million last year, because we introduced a different strategy 
to the approach and brought a fourth person in because we realised that it 
was the right thing to do.” (T.M.IS.2.1  T.OC.3.4  T.EU  T.WI) 
 
“We don’t change our strategy much in between of a financial year because 
we plan in a yearly basis and it is very difficult to change the strategy but we 
can tweak it because obviously things change. It is like having crystal balls 
in the beginning of the year because for example this month we did not 
predict that we would get 10 NVQs. We said we would do 5, we actually got 
10. We could get more, so we had not planned on 10 NVQs, so all the 
associated costs and everything else that go with it will be higher because 
we did not plan. Other courses that we said we would run back in May last 
year have not run for whatever reason. We have gone of our history and 
hoped that we would do so many IOSH and we would have these people on 
it but for some reason it has not because the customer demand can change 
a lot like months in to the financial year.” (T.M.IS.2.16) 
 
“We have introduced four people, so we had to look at the way we have 
always done (we always had postcodes) and that has been the most 
successful that we have because we have the fairest. We changed it and 
said let us try a different way. So we went to they all having key accounts 
and that was ok. It did help us to get to the million pounds’ mark and then to 
bring in the fifth person, the only way we had to do it was the post code and 
split the areas. Yes, it does work as it so much easier to manage because 
that is your postcode and anything that is your postcode, then it is yours. So 
it does make it fairer as that was the fairest to me. So everyone now has 850 
companies and that is it.” (T.M.IS.2.16, T.M.IS.2.24) 
 
“We have just done an exercise and asked staff about issues. Yes, that 
there are certain issues within the department which we found about. Asked 
them questions like what keeps them motivated, what they do like about the 
job, what they don’t, what incentives would they like to be introduced, what 
keeps a happy camp, what demotivates them.” (T T.M.IS.2.4 T.CM.2) 
 
“We looked at what was said by staff and thought that if it is a general feel or 
was it said by more than one staff member. If they don’t like the atmosphere 
then how can we change it, etc. We need to get them together and make 
them understand each other, so that they know how to bond with each other 
rather than be resentful. We can put incentives in.” (T.M.IS.2.4  T.OC) 
 
“They want to learn and they are keen but I think we all have got this culture 
now where we know that the system is the right thing and a good thing for us 




we know how good it is. We are now reliant on it. It is a good thing apart 
from when we had an electricity problem and we could not do anything.” 
(T.M.IS.2.10) 
 
“What we wanted was something that could process our bookings initially 
and an automated system that could give the record of sales and that was 
what suited us and it was built around that. So it met what we were looking 
for. And also it has gone better and better.” (T.M.IS.1.5)  
 
“Technically, I think other departments are few years behind us now. We 
have had three software systems and they only had one where the 
consultant had worked with them where he got something working and that 
was the basis. Now they have changed and added on. So probably years 
behind us. We accepted it long ago that it will work for us but they did not 
because they could not see it working. They did not use it so they could not 
see it working. They can now.” (T.M.IS.2.6, T.M.IS.2.8) 
 
“On some months the targets are very high and not achievable at all 
because we do not have enough to sell. But I understand that why it is like 
that. They have to have a strategy behind it because you might not have 
courses to sell that might bring in that revenue. They get unachievable only 
half way through the month because courses get cancelled because we do 
not have enough bookings on them and it is really disheartening when you 
have 3 people booked on that course and then you have to ring the 
companies and say that the course has been cancelled because we do not 
have enough people on it. So when these courses get cancelled, you did not 
have enough courses to help you achieve to hit your target. That frustrates 
me.” (T.M.IS.1.2  T.OC) 
Relationships between Identified Themes Triangulating with 
existing literature Theme Affected Theme 
Organisation supporting 
openness and 
experimentation of ideas 
(T.M.IS.2.24) 




Nwankpa et al., 2014 
 
Long-range plans and 
written objectives 
(T.M.IS.1.1, T.M.IS.1.2) 
Earnings before interest  
and taxes (T.OI.1.1) 
Galy et al., 2014 
Business vision 
(T.M.IS.1.1) 
System quality (T.SQ), 
information quality 
(T.IQ), Individual impact 
















Support and participation 
(T.M.IS.2.21, 
T.M.IS.2.24) 
Ability to leverage ERP 







Law et al., 2010 
Maintenance and support 
Strategy and focuses 





Law et al., 2010 
Availability of IT 
resources (T.M.IS.2.5) 
Success of adopted 
systems (T.SEO) 
Ifinedo et al., 2009 
Managerial flexibility (i.e. 
managers ability to take 
desirable action in 






organisational fit and 
ERP system usage 
(T.SQ  T.EU) 
 
Nwankpa, 2015 











Peng et al., 2009a; 
Xue et al.,2005 













Insufficient support from 
system vendors 
(T.VE.3) 
Misfits between system 
functions and company 
requirements (T.SQ.2) 
Not quickly overcoming 
technical bugs of the 
system (T.SD.3) 
Peng et al., 2010b 
Top managers making 
important IT decisions 
without consulting IT 
experts and system 
users (T.M.IS.2.15) 
Losing ERP-related 
know-how and expertise 













Peng et al., 2010b 
Top managers not 
providing sufficient 






Insufficient budget and 
funds assigned to ERP 
post-implementation 
(T.M.IS.2.25) 






Insufficient budget and 
funds assigned to ERP 
post-implementation 
(T.M.IS.2.25) 
Users (both staff and 




System not properly 
modified to meet new 
business requirements 
(T.SD.1) 
Peng et al., 2010b 
Exploitation of ERP 
(T.M.IS.2) 
ERP success (T.SEO) Peng et al., 2010a 
Organisational 







Chou et al., 2008 
Allocating more time and 
money for the project 
(T.M.IS.2.25, 
T.M.IS.2.26) 
ERP success (T.SEO) Hawari et al., 2010 
Structure of post-
implementation support 
(i.e. support structure) 
(T.M.IS.2.21) 







Gallagher et al., 2012 
Desire and expectation 
for continued 
organisational learning 










Choice for ERP 
implementation objective 
and how the objective is 
articulated (T.M.IS.2.13) 
Selling the project 
internally and getting the 
political support required 
for it to become an 
organisational priority 
(T.M.IS.2.10) 
Gallagher et al., 2012 
Choice of project 




roles and structures 
(T.M.IS.2.21) 








Gallagher et al., 2012 
Moving from 
implementation phase to 
post-implementation 
phase (T.M.IS.2.8) 
Shift in goals and how 
success is measured 
(T.M.IS.1.4) 
Gallagher et al., 2012 
Strategic goals of the 
organisation (T.M.IS.1.2) 
Structural design during 
the post-implementation 
phase (T.PM.4) 
Gallagher et al., 2012 
Corporate vision 
(T.M.IS.1.1) 
Allocating and optimising 
resources to drive the 






of projects to leverage off 
ERP system (T.M.IS.1.5) 
Business benefits from 
ERP systems (T.OI) 
Staehr et al., 2012 















knowledge at beginning 










Rothenberger et al., 
2009 
Organisation’s ERP 
knowledge at beginning 
of the project (T.M.IS.2.7) 
Organisational project 
motivation (T.M.IS.2.11) 
ERP project acceptance 
(T.OI.2.4) 
Rothenberger et al., 
2009 
Organisation’s ERP 
knowledge at beginning 
of the project (T.M.IS.2.7) 
Organisational project 
motivation (T.M.IS.2.11) 
Rothenberger et al., 
2009 
Steps taken to improve 
ES process optimisation 
(T.M.IS.2.17) 
Investments in on-going 




benefits from ES use 
(T.EU T.OI) 
Seddon et al., 2010 
Managing readiness (i.e. 
organisational readiness, 
social readiness, and 
technical readiness) 
(T.M.IS.2.14) 
Success of ERP 
implementation (T.SEI) 







produced not in relative 
isolation but in a 
collaborative and openly 
communicating 
environment, based on 
actual needs assessment 
(T.M.IS.1.7) 














and business process 
effectiveness 
(T.PM.2.13) 




perceived extent to which 
competitors benefit from 
assimilating ERP) 
Coercive pressures 
(T.M.MS.6.4) (i.e. Extent 
of formal and informal 
pressures perceived by 
virtue of competitive 
conditions, and 
requirements and 
incentives from local 




(Higher level of) Top 
management 
participation in ERP 
assimilation process 
(T.M.MS.6) 




perceived extent to which 
members of relational 
channels adopt ERP and 
the extent to which 
government and industry 




(Higher level of) Top 
management beliefs in 
ERP assimilation 
process (T.M.MS.6.1) 
Liang et al., 2007 
Absorptive capacity (i.e. 
organisations having 
prior knowledge that 
facilitates assimilation of 
external information and 










ERP assimilation (i.e. 
deployment/extent of 
adoption) within the 
organisation (T.EU.2) 





power relations and 
market forces 
(T.M.IS.1.3) 













Bradford et al., 2003 
Clear goals and 
objectives (T.M.IS.1) 
ERP project outcomes  
(T.OI) 
Agaoglu et al., 2015 
Organisational 







Chou et al., 2008 
Top managers not 
providing sufficient 








ERP misfit with 
business strategy 
(T.PM.3.3) 
Peng et al., 2010b 
Table 4. 40:  Substantiating quotes on ‘implementation strategy’ and 
triangulating with existing literature (Source: Author & Literature) 
 
4.5.8. Monitoring Performance 
Using ERP system for SMEs like ITL is an excellent opportunity to raise 
efficiency, optimise use of time and resources, and gain competitive 
advantage or at least get close to competitors in terms of productivity. In 
order to ensure they get maximum benefited from the ERP, even after 
successful deployment, it is highly important to keep monitoring their 
performance and take necessary actions wherever and whenever required. 
Therefore, performance monitoring becomes a routine activity to be done by 
every individual and at all levels in the hierarchy. Monitoring performance 
helps users to realise benefits and identify any issues or add-ons, which 
may become a fresh set of requirements for the next ERP cycle. Peng et al., 




continuously review the ERP system does not allow system to be properly 
modified to meet changing needs of the business. The researcher identified 
from the study and agrees with Nicolaou et al., 2004a that organisational 
performance depends on the quality of the post-implementation review 
activities i.e. review of project plan, infrastructure, strategy, process 
integration, project change, global reach, justification, evaluated fit of system 
with needs, developed workarounds to resolve misfits, process simplicity, 
benefits attained, user complaints, user learning, and knowledge transfer. 
The author recognised through this study that these activities can be 
analysed how effective the quality dimensions (system, service, 
organisational, information, management support, implementation strategy 
and personal characteristics) were, only based on the benefits realised at 
individual, workgroup, and organisational levels. 
This monitoring process will allow staff at various levels to quickly identify 
problems and take necessary steps to modify and improve existing systems 
or even maintain them. This process of identification of problems and ideas 
that are generated with people using the system, creates a fresh set of 
product backlog for which solutions need to be identified and solved, leading 
to a new ERP cycle. These ERP cycles ultimately leads to optimisation of 
resource management (both individually and organisationally). The study 
recognised that: 
 For managers, it provides them to do cost benefit analysis and also 
do better decision making. 
 For other staff (i.e. admin and other users), it provides them to realise 
benefits and also identify issues where they can change their strategy 
and improve efficiency. 
 For implementation team, it gives an overview of technical aspects. 
 For support team, it gives an overview of what the strengths and 
weaknesses are and providing further training to end users.  
However, the study identified that the identified necessary and further needs 
of ERP can be resolved only with the support of management and with a 




implementation’ converting to ‘Failed ERP implementation’, thereby by 
making ERP systems not sustainable in the implemented SME. 
 
Substantiating Evidence 
“Staff might do performance checks at various stages of ERP cycle. 
However, the true performance checks are done by them during the benefit 
realisation phase.  If the respective user believes that the ERP is benefitting 
them that is when they came back to me asking what can be done further to 
improve their daily tasks.” 
 
“I think the executives are taking too much workload on their shoulders 
because until a year ago, there used to be two executives, one deputy chief 
executive and one chief but now it is half, with just one executive and one 
chief managing the business. So it is a lot of work they have taken on. They 
also got rid of quality assistant. So what we did with the work is we gave it to 
couple of people and also gave titles. What do we expect from them? Don’t 
know. So we do not put any responsibility and say right this department 
needs to update theirs and that department needs to update theirs. Literally 
all we did was make the HR manager do the handbook. And that is it, rest 
has just been ignored. Thinking about it now, we managed to save some 
money with no immediate impact but 3 years down the line, it is big problem 
and you have to sort it out now. As an example, look at these policies and 
procedures of FD3 department, when you read them you will understand 
that most of them are lies. The FD3 department manager recently submitted 
a document for the management meeting and when you read it, you will 
understand that the manager was trying to cover his back using some lies, 
for example it is written that TNAs are done but I know as a matter of fact 
that no TNAs are done.” 
 
“We used the system and we understood that we need something and we 
went back to the consultant. So he came back to create the new fields and 
functionalities that we requested for example, until then there was no 
module to manage FD5 department. So he came back and created that. We 
wanted the purchase order module, so he came back and created that.” 




In this chapter, based on the thorough observations made over the span of 
three and half years, the researcher identified the factors (and categorised 
them into several categories) affecting sustainability of open source ERP 




factors were evidenced through substantiating quotes gathered from 
interviews, workshops, and informal meetings. The researcher later 
triangulated these evidences using the literature identifying large 
organisations’ factors and their relationships. The researcher also produced 
a framework which SMEs may make use of and make their open source 




Chapter 5: Conclusion 
 
5.1. Introduction 
This chapter provides conclusive remarks of this study under different 
headings. Firstly, discussion on how objectives of this study are 
accomplished is presented. This chapter concludes by presenting the 
limitations, creditability of findings and scope for further research. 
 
5.2. Research objectives accomplishment 
The main research problem of this study is “How can an open-source ERP 
system be made sustainable in SMEs?” Research goals were constructed to 
solve the research problem. To achieve this, several identified objectives 
had to be met. A brief overview of how the objectives formulated for this 
study were achieved is provided as follows: 
Objective 1: Analyse the existing literature and develop an 
understanding of the issues in an SME environment, to maintain and 
further develop and sustain Open Source ERP system. 
An in-depth literature review was provided in Chapter 2 and also in Table 
A.1 in Appendix of this thesis. The literature review discussed and analysed 
the gaps in open-source ERP systems, specifically to their sustainability in 
SMEs. The review has also provided an opportunity to explain the research 
problem in detail and also assisted in the formulation of research question 
for this study as highlighted in chapter 2.  
Objective 2: Identify the barriers that stop thorough implementation 
and thereby affecting sustainability of ERP system. 
What sets this research apart from many other in this research area is its 
practical approach. Relying solely on interviews has its limitations as it was 
observed that what is said is different from reality. A through study for more 




barriers (during all the three phases i.e. pre-implementation, implementation, 
and post-implementation) that affect sustainability were identified, analysed 
and were removed by implementing workarounds in several cycles of the 
post-implementation phase. 
Objective 3: Study the challenges and opportunities to further develop 
the Open Source ERP system post adoption. 
In 2010, Odoo ERP system was first implemented in the case study 
organisation. This study was done from March, 2014 to August, 2017. This 
thorough study gave an excellent opportunity for the author to identify the 
challenges and also uncover the opportunities. The author then compared 
the identified with the factors identified from the literature review on large 
organisations. This enabled the author to further develop and contribute 
towards literature on post adoption and sustainability of open-source ERP 
system in SMEs.  
Objective 4: Uncover the factors that result in hidden costs SMEs face 
during the post adoption phase of Open Source ERP system. 
SMEs which have to establish and use software to improve their functional 
effectiveness, but cannot afford relevant proprietary software products, 
choose OSS applications (Yildirim et al., 2011, Riehle, 2007) like ERP 
systems. However relative costs of maintenance and software development 
management are estimated to be more than 90% of the total cost of the 
software life (Marounek, 2012; Dehaghani et al., 2013) meaning only 10% 
constitute towards initial implementation. ITL due to its limited resources 
allocated little or no post-implementation funds. Over time, this resulted in an 
initial implementation successful system to a failed and unsustainable 
system in post-implementation phase. The company had to research into the 
barriers and to overcome them, the company had to invest in post-
implementation, which over period of a time kept the company back on track 
in terms of usage and a sustainable ERP system. In short, to have a 
successful system and to reap benefits continuously, SMEs need to 




Objective 5: Conduct empirical studies to determine and identify the 
cost benefit of using an open source ERP system in SMEs. 
SMEs have unique business processes when compared to large 
organisations (Zach et al., 2012). Open-source ERP systems enables them 
to use these high-end customisable ERP systems suiting their unique 
business (and not rely on proprietary ERP systems), and thereby increase 
global competition, number of alliances, data flows and complex operations. 
This will also enable them to survive strong market competition (Ram et al., 
2013) and see it as a way towards process standardization (Shanks et al., 
2003).  
The study identified that it gives that flexibility to customise the software 
according to the needs of the business and at a no cost for the default 
modules. However, as the software is customised to their needs, upgrading 
the system costed ITL a lot as they were not supported by the standard 
packages. The major benefit for ITL was in the ability to get access to these 
high end software, plan and utilise resource efficiently thus surviving the 
strong market competition. 
Networking may be used to cut down software and infrastructure cost by 
reselling the software to a partner in the same sector. It can also be used to 
exchange knowledge on how more effectively they could use the system. 
Objective 6: Develop and demonstrate a conceptual model that 
improves sustainability of using Open Source ERP system by SMEs, 
by illustrating measures to be taken. 
Based on the observations made, 223 factors (23 core and 200 sub factors) 
and the relationships between them were identified through this study. The 
21 core factors were re-grouped into 10 categories. The sustainability 
framework is developed using the factors, groups and identified 
relationships. The developed framework provides a holistic view of how to 
make an open-source ERP system sustainable and also how to convert a 




5.3. Theoretical and practical contributions 
The outcome of this study filled a gap in open-source ERP research by 
investigating how these systems can be made sustainable in SMEs. It 
investigated the relationships between organisational support systems, 
processes, ERP technology, ERP usage and how these impact the ERP 
value in SMEs. The results of the study provided much-needed insights in 
the form of a sustainability framework. In this research, the author went 
beyond merely identifying how ERP systems can benefit SMEs by carrying 
out a thorough post-implementation study to identify the real benefits from 
the user’s point of view (individual, workgroup and organisation) that can 
sustain these open-source systems. As demonstrated in Chapter 4, most of 
the findings are in parallel with results from previous studies on large 
organisations and ERP systems but without an easy to understand 
framework. The author found several parallels in sustainability between 
open-source and proprietary ERP systems and the difference is not as 
previous literature has expected.  
The study findings revealed that users exploit functionalities of the (open-
source) system only when they monitor their performance and realise the 
benefits of using the system. The benefits for them can be in the form of task 
efficiency, improved decision making capability, reduced workload, and 
reduced stress. However, the users realise the benefits if and only if they 
buy in and use the system effectively and efficiently. For users to buy-in and 
use the system: the systems should match their expectations, they should 
have a good understanding of the system and their work process, a need 
has to be created for them to buy in and use, and the user should have an 
intention to make use of the system. Monitoring performance helps in 
identifying the issues and add-ons, so that it can be rectified if it is in their 
authority if not take it to their manager so that it can be resolved. This 
process of monitoring helps them to enhance their performance from time to 
time and ultimately increasing the operational efficiency of their department 





The study recognised that managers are also users of the ERP system and 
are faced with similar factors as mentioned above. However, they have more 
responsibilities and jobs to not only efficiently use the system themselves 
but also to ensure that it is used efficiently and benefits are realised in their 
respective departments. The manager should ensure from time to time that 
the coordination and communication with other department is of top notch 
and information flows smoothly in and out of their department. Along with 
this, they should support their department with a thorough strategy and 
ensure that their department is performing to its full capability, by 
strategically and tactically analysing information and their by improving 
efficiency from time to time. This process of monitoring performance 
identifies any drawbacks if they exist and creates a scope for improvement. 
An SME can successfully maintain their implemented (open-source) ERP 
system during the post-implementation phase if and only if it is supported 
continuously by its top management by setting clear goals and strategy and 
then communicate and supervise their subordinates constantly. However, it 
was observed on several occasions that due to their huge workload and 
multiple roles, their behaviour/interest towards ERP system support and 
usage is short term. Similarly, power hungriness of managers or even lack of 
their knowledge of ERP success can hinder their support towards promoting 
and using ERP system. Along with providing support, they also need to set 
clear goals and have a thorough exploitation plan (as mentioned in Table 4. 
20) on how they can plan and use the resources effectively to achieve those 
set goals. This opens the gate to continuously improve the usage 
dimensions such as system, service, information, and organisational quality, 
which further impact the user buy-in and usage. 
Although other studies have said that service quality directly impacts the 
ERP usage and success, the study findings identified that service quality 
does not directly impact the ERP usage but impacts the system, information, 
and organisational quality, which in turn impact the user buy-in and usage. 
The study has also indicated that personal characteristics and information 
literacy (PCIL) of users (i.e. learning willingness and capability, prior 




impact how they buy-in and use the system. It was also observed that as the 
usage increases users get more confident and also has a positive impact on 
their willingness to learn (which is a by-product of usage). The other by-
product of users thoroughly inputting the information is the improvement in 
the information quality. 
Due to scarce resources and lack of understanding of how to implement and 
how to get users to use the system effectively, some SMEs may fail to build 
a sustainable system. Building and maintaining an ERP system consume lot 
of resources in terms of time, money, and human resource (which needs to 
be wisely used by SME, who are generally resource scarce). A system built 
which does not meet the needs of users and business needs additional 
funds allocated to rectify and any additional cost can impact the SMEs a lot. 
So it is very important to get the implementation successful to make the 
post-implementation successful (law et al., 2010). Successful 
implementation of the system is only an important first step towards 
achieving ERP success (Yu, 2005; Wills et al., 2002; Bhattacherjee, 2001). 
So, performance monitoring should become a routine activity to be done by 
every individual and at all levels in the hierarchy and necessary steps should 
be taken wherever and whenever required. This performance monitoring 
and further thinking how an ERP system can help the company to achieve 
operational and financial performance is a crucial step for having a 
sustainable system and even to convert a failed (open-source) ERP system 
into a success story. 
Definition of the success depends on how the SMEs perceive benefits and if 
the system is able to achieve those benefits. This depends on how mature 
they are in terms of using the ERP. An SME (who has never used an ERP 
system) at the start of post-implementation may perceive ERP 
implementation as successful if the system can just provide the operational 
benefits in terms of reduced costs, inventory-level reduction, customer 
service enhancement, and improved productivity. However, as the usage 
increases the needs and wants may increase and may perceive benefits as 
both operational and managerial (i.e. improving the quality of the 




have more wants and may later perceive benefits as strategic and 
organisational. However, SMEs are often faced with scarce resources and 
know-how and so the change in needs and wants depend on how 
aggressive the organisation is and how keen they are on growth but all at an 
affordable price.  
The author through this thorough study identifies and adapts the definitions 
of Brundtland, 1987 and Boudreau et al., 2008 and defines sustainability of 
open-source ERP system in an SME as: 
“An open-source ERP system that meets the current needs of the business 
without compromising on the ability of this system or future systems to meet 
the future needs of the business, where the organisation as a whole 
monitors its performance from time to time and takes necessary steps to 
improve that are in-line with their goals and objectives” 
And an SME implementing/has implemented open-source ERP system 
should pose three questions (suggested by Costanza et al., 1995) to itself 
before calling the system sustainable: 
 What system or subsystems or characteristics of systems persist? 
 For how long? As all systems are of limited longevity, so sustainability 
cannot mean ‘maintenance forever’ 
 When do we assess whether the system or subsystem or 
characteristics has persisted? 
The study provided several benefits to the case study organisation. These 
are discussed below: 
a) Increase in usage and reduction in workload and stress 
Due to continuous monitoring, training, and change management, the 
individuals of the company used the ERP system more effectively. This 
improved usage reflected on their thinking and in getting more familiar with 
the system. This reduced their stress, improved their efficiency and also 





b) Improved systems integration resulting in other benefits 
As the systems were integrated, it gave an opportunity for managers and 
individuals to coordinate and communicate both horizontally and vertically in 
the hierarchy. The improved coordination and communication provided 
transparency for managers in making better decisions and plan resources 
more efficiently, resulting in improved operational efficiency of the 
departments like identifying and assigning more duties to the staff that were 
not busy. Similarly, identifying scope for improvement and allocating more 
resources wherever required. These integrated systems reduced data 
duplication that used to be done manually and used to consume people 
resources to input information. 
c) Better customer service and increase in sales 
Due to increase in usage, improved input of information and improved 
planning for over a period of time, there was significant improvement in their 
customer service in and after-sales. This had a positive impact on their 
sales. For the year 2016, for the first time in the organisation’s history there 
was high increase in sales, which allowed them reach a milestone in terms 
of annual sales figure.  
d) Reduced cost due to increased operational efficiency 
The ERP system improved enterprise wide communication and also 
improved operational efficiency of every department in the organisation, 
resulting in better planning and usage of resources (in terms of staff, money, 
and time). At the end of the financial year, it showed significant reduction in 
cost. 
e) An eye on long-term growth 
The increase in usage and improved performance has enabled the top 
management to change their perception of what the system can do for them. 
They are now slowly thinking from operational and managerial benefits to 




is enabling the SME to think of ERP innovation and how to use it and stay 
competitive in the market, all at a low cost. 
 
5.4. Research limitations, validity and further research 
A major limitation of this research is associated with the sampling (i.e. a 
single case study organisation). However, the research needed it to be a 
single case study as a detailed understanding of processes was required 
because of their rich information context. The study was conducted in detail 
in all the departments of the organisation over 3 years. Huge amount of time 
and effort of the author went into maintaining networks and as research 
consumed longer time than many other studies, there were sometimes 
disruption due to staff turnover and people leaving the organisation. There 
were also issues of staffs’ awareness of being observed or being assessed. 
The researched also observed on several occasions that espoused theories 
and theories in use exist at the case study organisation. 
To overcome this, the author built trust by involving in team building and 
learning situations using both, formal and informal sessions. The data was 
collected over large span of time in all the departments of the company and 
considered several forms of data (i.e. physical artefacts, documents, 
informal conversations, semi-structured interviews, observations, etc.). The 
outcomes were then triangulated with the existing literature. To further verify 
the findings, the framework developed needs to be tried and tested in other 
SMEs around the globe who have implemented open-source ERP systems.  
The identity of the SME in which this study was conducted is not disclosed. 
Sensitive information provided by users was excluded from the findings to 
protect their identity. Other aspects of the organisation and implementation 
were also detached from the findings to maintain the company’s competitive 
advantage. A strict code of ethics was applied to protect the integrity of the 
organisation and the participants. However, attempts were made to address 






This concluding chapter provided an overview of how several identified 
objectives were addressed and accomplished. This chapter also 
encompassed discussions on theoretical and practical contributions made 
through this study. Subsequently, discussion on research limitations, validity, 
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Identifying (success, failure, barriers and risk) factors of 
SMEs in ERP life cycle 
The following are the factors (identified from literature) during all the phases 
of ERP life cycle, specifically for SMEs. As demonstrated in the below table, 
the factors were categorised into 18 categories (as described in section 
2.6.8.1). The researcher assumes that the success, failure, barrier and risk 
factors are interlinked and should not be segregated so that it will be easier 
to identify all the factors that may affect post-implementation success and 
overall success of ERP systems. The tick boxes for each factor indicate if 














OC1    Lack of efficient business process 
and regular business procedures 
Christofi et al., 
2009 
OC2    Deficiencies and redundancies of 
processes and tools 
Christofi et al., 
2009 
OC3    Unique business processes Zach et al., 2012 
OC4    Knowledge network of internal 
employees and external 
consultants 
Hustad et al., 2013 




OC6    Having in place advanced 
technology 
Shaul et al., 2012 
OC7    Former major change IT 
experience 
Shaul et al., 2012 
OC8    Organisation’s ERP competence Hustad et al., 2013 
OC9    Skill of workforce Deshmukh et al., 
2015; Leyh, 2014 
OC10    Understaffing in particular of those 
skilled in ERP  system 
Teittinen et al., 
2013 
OC11    Lack of time to use other than 
basic functions of the ERP system 
Teittinen et al., 
2013 
OC12    Key person leaving the company 
leading to lack of support in the 
usage of ERP 
Teittinen et al., 
2013 
OC13    Scarce Personnel resources Teittinen et al., 
2013; Ganesh et 
al., 2010 
OC14    Organisation perceiving that 
everything is done when the 
system goes live 
Teittinen et al., 
2013 
OC15    Organisational structure Leyh, 2014 
OC16    Conflicts between departments Singh et al., 2010 
OC17    Conflicts and arguments between 
lower levels of management 
Singh et al., 2010 
OC18    Social responsibility of a firm Ruivo, et al., 2011 




and local vendors 
OC20    Collaboration between employees Ruivo, et al., 2011 
OC21    Inefficient cross-functional 
collaboration 
Ruivo et al., 2012, 
2014; Christofi et 
al., 2009 
OC22    Irregular organisational working 
climate 
Christofi et al., 
2009 
OC23    Ownership type Zach et al., 2012 
OC24    Organisational maturity Zach et al., 2012 
OC25    Effective communication plan Ganesh et al., 
2010; Sumner et 
al., 2009; Koh et 
al., 2004 
OC26    Open and honest communication Shaul et al., 2012 
OC27    Interdepartmental cooperation Ahmad et al., 
2013; Leyh, 2014; 
Krantz et al., 2005; 
Kale et al., 2007; 
Lee et al., 2008; 
Noudoostbeni et 
al., 2009 
OC28    Interdepartmental coordination Shaul et al., 2012 
OC29    Interdepartmental communication Ahmad et al., 
2013; Leyh, 2014; 
Doom et al.,2010; 
Shaul et al., 2012; 
Krantz et al., 2005; 








ES1    Level of customisation (i.e. 
configuration vs customisation) 
Leyh,, 2014; 
Hustad et al., 
2013; Ahmad et 
al., 2013; Shaul et 
al., 2012; Bharathi 
et al., 2012 
ES2    Minimum customisation Koh et al., 2004 
ES3    System flexibility to changing 
conditions 
Shaul et al., 2012 
ES4    Suitability of software and 
hardware considerations 
Deshmukh et al., 
2015; Shaul et al., 
2012; Upadhyay et 
al., 2011; Doom et 
al.,2010; Petroni, 
2002; 
ES5    Software configuration Ahmad et al., 
2013; Leyh, 2014; 
Ganesh et al., 
2010 
ES6    System compatibility Ruivo et al., 2014, 
2012; Bharathi et 
al., 2012; 
Upadhyay et al., 
2011 




ES8    System reliability Shaul et al., 2012 
ES9    System interoperability Shaul et al., 2012 
ES10    System cross-functionality Shaul et al., 2012 
ES11    System support Shaul et al., 2012 
ES12    Legacy systems Ahmad et al., 
2013; Leyh, 2014; 
Doom et al., 2010; 
Ganesh et al., 
2010 
ES13    IT structure Leyh, 2014 
ES14    Breakdown of ERP system or 
being very slow leading to lack of 
reliability on the system 
Teittinen et al., 
2013 
ES15    Fit between ERP system and 
business process 
Shaul et al., 2012 
ES16    Efficient management reporting Doom et al., 2010; 
Sumner et al., 
2009 
ES17    Top managers lacking sufficient 
experience of operational situation, 
operational expertise and technical 
knowledge to make suitable 
decision on IT solutions 
Singh et al., 2010 
ES18    Inappropriate ERP maintenance Singh et al., 2010 
ES19    Maturity of ERP systems Zach et al., 2012 
ES20    Scalability and flexibility of firms IS 
infrastructure 
Bharathi et al., 




2011; Upadhyay et 
al., 2011; Ganesh 
et al., 2010 
ERP package selection Process 
PS1    Careful and professional package 
selection process 
Hustad et al., 
2013; Ahmad et 
al., 2013; Shaul et 
al., 2012 
PS2    Planning the package selection 
process 
Ahmad et al., 
2013; Shaul et al., 
2012; Ganesh et 
al., 2010 
PS3    Justification for ERP Sumner et al., 
2009 
PS4    Easy support and flexibility Fedrici, 2009; Yeh 
et al., 2006 
Software Development 
SD1    Testing of the ERP system Leyh, 2014; 
Hustad et al., 
2013; Bharathi et 
al., 2012; Ganesh 




SD2    Testing and troubleshooting 
architecture 
Shaul et al., 2012; 
Koh et al., 2004 
SD3    Developing a plan for testing 
interfaces with integrated legacy 





SD4    Developing proper troubleshooting 
tools 
Leyh, 2014; Shaul 
et al., 2012; 
Ganesh et al., 
2010; Koh et al., 




SD5    Developing proper troubleshooting 
skills and techniques 
Leyh, 2014; Shaul 
et al., 2012; 
Ganesh et al., 
2010; Koh et al., 




SD6    Working closely with vendors and 
consultants to resolve software 
problems and troubleshooting 
errors 
Shaul et al., 2012 
Project Management 
PM1    Identification of process interfaces Bharathi et al., 
2012 
PM2    Reconfiguration cost in ERP 
implementation 
Christofi et al., 
2009 
PM3    Identifying SMEs special needs 
very early in the system pre-
implementation stage and then 
selecting a suitable ERP package 





which satisfies requirements with 
minimal customisation 
PM4    Project tracking Shaul et al., 2012 
PM5    Project scope management Ahmad et al., 
2013; Doom et al., 
2010; Xia et al., 
2009 
PM6    Scope creep management Shaul et al., 2012; 
Sumner et al., 
2009 
PM7    Formalised project plan/schedule Ahmad et al., 
2013; Shaul et al., 
2012; Doom et al., 
2010 
PM8    Setting realistic deadlines Shaul et al., 2012 
PM9    Professional training services Shaul et al., 2012 
PM10    Extent of process standardisation Bharathi et al., 
2012 
PM11    Goal and Objective Upadhyay et al., 
2011; Ahmad et 
al., 2013; Leyh, 
2014; Bharathi et 
al., 2012; Doom et 
al., 2010;  
PM12    Process owner’s interaction and 
participation 
Bharathi et al., 
2012 




PM14    Management of legacy systems Shaul et al., 2012 
PM15    Reduced trouble shooting-project 
risk 
Ahmad et al., 2013 
PM16    Periodically and timely 
communication 
Bharathi et al., 
2012 
PM17    Project planning and scheduling Bharathi et al., 
2012 
PM18    Management of expectations Shaul et al., 2012 
PM19    Organisational fit factors (data fit, 
process fit, user interface fit) 
Leyh, 2014; Hung 
et al., 2013; Doom 
et al., 2010 
PM20    Organisational fit Upadhyay et al., 
2011 
PM21    Knowledge transfer management Shaul et al., 2012 
PM22    Management of risks Shaul et al., 2012; 
Ganesh et al., 
2010 
PM23    Planning required upgrades Shaul et al., 2012 
PM24    Small internal team (Number of 
project team members, team 
interaction with other staff) 
Snider et al., 2009 
PM25    Project management capabilities 
(Level of formal documentation, 
project leader) 
Snider et al., 2009 
PM26    External end-user training (Source 
of end-user training) 




PM27    Lack of extensive report generating 
and using abilities 
Singh et al., 2010 
PM28    Procedure simplification (leading to 
operational efficiency) 
Federici, 2009 
PM30    Efficiency improvement (leading to 
Operational efficiency) 
Federici, 2009 
PM31    Tackling cultural and behavioural 
issues 
Metaxiotis, 2009 
PM32    Functional misfit Zach et al., 2012 
PM33    Customisation prior to “going-live” Zach et al., 2012 
Project Team Competence 
PT1    Team finest cross functional 
knowledge 
Shaul et al., 2012 
PT2    Good relations between project 
teams and users 
Shaul et al., 2012 
PT3    Team morale and motivation Shaul et al., 2012 
PT4    Full time team members Shaul et al., 2012 
PT5    Balanced cross functional project 
team 
Shaul et al., 2012 
PT6    Staff retention Shaul et al., 2012 
PT7    Empowered decision makers Ahmad et al., 
2013; Shaul et al., 
2012; Ganesh et 
al., 2010 




PT9    Project team composition/team 
skills 
Ahmad et al., 
2013; Leyh, 2014 
PT10    Experienced project manager – 
leadership 
Ahmad et al., 2013 
PT11    Project team leadership Ahmad et al., 2013 
PT12    Selection of consultants Ganesh et al., 
2010 
PT13    Role of consultants Bharathi et al., 
2012 
PT14    Change in business process and 
having no personnel resources to 
make changes to the ERP system 
accordingly 
Teittinen et al., 
2013 
PT15    Skills, knowledge and expertise Leyh, 2014 
PT16    ERP teamwork and composition Koh et al., 2004 
PT17    Project leader dealing with gaps 
and design appropriate 
interventions 
Newman et al., 
2008 
PT18    Customisation after “going-live” Zach et al., 2012 
Implementation Strategy 
IS1    Cost-benefit analysis Bharathi et al., 
2012 
IS2    Carefully defined information and 
system requirements 
Ahmad et al., 
2013; Hustad et 





IS3    Gathering user requirements Doom et al., 2010 
IS4    Formal methodology- ERP 
implementation strategy and 
timeframe 
Ahmad et al., 
2013; Ganesh et 
al., 2010; Krantz et 
al., 2005; Kale et 
al., 2007; 
IS5    Ensuring fair time to fulfil the 
implementation 
Shaul et al., 2012 
IS6    Use of resellers Hustad et al., 2013 
IS7    Client consultations Ganesh et al., 
2010 
IS8    Planning the cost of ERP 
implementation 
Shaul et al., 2012; 
Ganesh et al., 
2010 
IS9    Improve Work Efficiency Upadhyay et al., 
2011 
IS10    Identification of mission critical 
processes 
Bharathi et al., 
2012 
IS11    Use of consultants Upadhyay et al., 
2011; Ahmad et 
al., 2013; Leyh, 
2014; Doom et al., 
2010; Shaul et al., 
2012; Kale et al., 
2007 
IS12    Considering business change first Shaul et al., 2012 




IS14    Alignment between business 
strategy and IT strategy 
Shaul et al., 2012; 
Sumner et al., 
2009 
IS15    Company’s strategy/ Strategy fit Leyh, 2014 
IS16    Continuous focus on organisation 
resistance 
Shaul et al., 2012 
IS17    Focussed performance measures 
plan 
Ganesh et al., 
2010; Shaul et al., 
2012 
IS18    Regard as a technological, 
business and organisational 
project 
Shaul et al., 2012 
IS19    Architecture choices Shaul et al., 2012 
IS20    Level of implementation 
acceleration 
Shaul et al., 2012 
IS21    Vanilla system Ganesh et al., 
2010; Sumner et 
al., 2009 
Vendor 
VE1    ERP vendor characteristics Shaul et al., 2012 
VE2    Keeping suppliers and customers 
informed 
Shaul et al., 2012 
VE3    Making a contract with the vendor Hustad et al., 
2013; Doom et 
al.,2010 




VE5    Vendor analysis Bharathi et al., 
2012 
VE6    Use of vendors’ tools Upadhyay et al., 
2011; Ahmad et 
al., 2013, Leyh, 
2014; Shaul et al., 
2012 
VE7    Support from the vendor Hustad et al., 
2013; Shaul et al., 
2012; Upadhyay et 
al., 2011; Ahmad 
et al., 2013; Leyh, 
2014 
VE8    Vendor commitment Sumner et al., 
2009 
VE9    Participation of external 
consultants 
Upadhyay et al., 
2011 
VE10    Qualified consultant (soft skills 
business understanding, software 
knowledge) 
Snider et al., 2009 
VE11    During implementation phase: 
Type of ERP producer 
Federici, 2009 
VE12    IT vendor employed Upadhyay et al., 
2011 
VE13    Vendor/consultant quality Wei et al., 2009 
VE14    Vendors making false claims 
regarding business benefits and 
profitability demonstrations 





Support of Top Management 
ST1    Selection of project leader and 
project team 
Hustad et al., 
2013; Ganesh et 
al., 2010 
ST2    Business plan Doom et al.,2010; 
Ganesh et al., 
2010; Koh et al., 
2004; Dixit et al., 
2011; Petroni, 
2002; Kale et al., 




ST3    Business vision Shaul et al., 2012; 
Bharathi et al., 
2012; Ganesh et 
al., 2010; Koh et 
al., 2004; Dixit et 
al., 2011; Petroni, 
2002; Kale et al., 




ST4    Management and project steering 
committees 
Leyh, 2014; 
Ahmad et al., 
2013; Shaul et al., 
2012 
ST5    Exhibiting strong commitment Deshmukh et al., 




Ahmad et al., 
2013; Shaul et al., 
2012; Upadhyay et 
al., 2011; Doom et 
al.,2010; Ganesh 
et al., 2010 
 
ST6    Project champion Leyh, 2014; 
Ahmad et al., 
2013; Shaul et al., 
2012;  Upadhyay 
et al., 2011; 
Ganesh et al., 
2010; Sumner et 
al., 2009; Koh et 
al., 2004; Petroni, 
2002; Krantz et al., 
2005; 
ST7    Business process reengineering Ahmad et al., 
2013; Leyh, 2014; 
Ganesh et al., 
2010; Koh et al., 
2004; Dixit et al., 
2011; Kale et al., 
2007; Lee et al., 
2008; 
ST8    Resolving political conflicts Shaul et al., 2012 
ST9    ERP Importance Upadhyay et al., 
2011 





ST11    Support  and commitment from 
CEO 
Bharathi et al., 
2012; Sumner et 
al., 2009 
ST12    Developing an understanding of 
needs, capabilities and IT 
limitations 
Shaul et al., 2012 
ST13    If managers use the ERP system 
reluctantly, the employees follow 
their lead 
Teittinen et al., 
2013 
ST14    Trust between partners Ahmad et al., 2013 
ST15    Adequate resources Ahmad et al., 
2013; Leyh, 2014 
ST16    Allocating valuable resources Shaul et al., 2012 
ST17    Management expectations Ahmad et al., 2013 
ST18    Empowered decision makers Ahmad et al., 
2013; Ganesh et 
al., 2010 
ST19    Employee empowerment Ruivo, et al., 2011 
ST20    Post implementation evolution 
 
Ganesh et al., 
2010 
ST21    Willingness to become involved Shaul et al., 2012 
ST22    Willingness to adopt modern 
technologies 
Shaul et al., 2012 
ST23    Relationship between the 





consultant   
ST24    Senior management supporting 
major IT projects 
Newman et al., 
2008 
ST25    Senior management supporting 
when important decisions and 
interventions have to be made 
Newman et al., 
2008 
ST26    Top management issuing clear 
directives about the need to 
conduct BPR 
Newman et al., 
2008 
ST27    Management support (financial 
support provided, staff motivated 
towards project, reduction in 
functional duties) 
Snider et al., 2009 
ST28    Flow of funds Singh et al., 2010 
ST29    Flow of information Singh et al., 2010 
ST30    The way subordinates view the 
project 
Singh et al., 2010 
ST31    Top managers not providing 
sufficient funds to support post-
implementation 
Singh et al., 2010 
ST32    Inappropriate enhancement 
decisions 
Singh et al., 2010 
ST33    Reduced motivation of staff and in-
house experts 
Singh et al., 2010 
ST34    Not delegating a share of their 
responsibility, though it can reduce 
the workload on them 





ST35    Lack of funds, resources and 
expert trainers 
Singh et al., 2010 
ST36    Lower Administrative costs 
(leading to economic results) 
Federici, 2009 
ST37    Applying the power of knowledge 
management (i.e. integrating ERP 
and KM) 
Metaxiotis, 2009 
ST38    Opportunity to apply knowledge 
management in organisations 
Metaxiotis, 2009 
ST39    ERP implementation success Upadhyay et al., 
2011 
ST40    Ignoring the positive role of 
adequate training as it is 
considered additional costs to 
already incurred cost of purchasing 
the package 
Zhang et al., 2003 
ST41    Firms decision to use ERP and 
extract value from the system 
Ruivo, et al., 2011 
ST42    Analytics Ruivo et al., 2012, 
2014 
ST43    Motivation for the ERP 
implementation 
Zach et al., 2012 
ST44    Auditing benefits realisation Esteves, 2009 
Change Management 
CM1    Cultural change/ political issues Ahmad et al., 





CM2    Understanding the political 
structure 
Shaul et al., 2012 
CM3    Focus on resistance to change 
business process 
Upadhyay et al., 
2011 
CM4    Understanding the organisational 
culture 
Leyh, 2014; 
Bharathi et al., 
2012; Shaul et al., 
2012; Ganesh et 




CM5    Understanding the ERP culture Bharathi et al., 
2012 
CM6    Change management program Shaul et al., 2012 
CM7    User participation in defying new 
processes 
Shaul et al., 2012 
CM8    During implementation phase: 
Extent of organisational change 
Federici, 2009 
CM9    Best practices (with fewer 
customisations) 
Ruivo et al., 2012, 
2014 
Data Management 
DM1    Sometimes being unable to track 
source of mistake 
Teittinen et al., 
2013 
DM2    Data analysis plan Ahmad et al., 





DM3    Data conversion plan Hustad et al., 
2013; Shaul et al., 
2012 
DM4    Data model being compatible with 
quality requirement 
Shaul et al., 2012 
DM5    Data quality control Shaul et al., 2012 
DM6    Developing a plan for migrating 
data 
Shaul et al., 2012 
DM7    Developing a plan for cleaning up 
data 
Hustad et al., 
2013; Shaul et al., 
2012 
DM8    Data accuracy Leyh, 2014; Shaul 
et al., 2012; Doom 
et al., 2010; Xia et 
al., 2009 
DM9    Data conversion and integrity Ganesh et al., 
2010 
DM10    Unreliable data leading to many 
system utilisation errors 
Singh et al., 2010 
DM11    Mismatch between actual stock 
levels and inventory records on the 
ERP system 
Singh et al., 2010; 
Christofi et al., 
2009 
DM12    Unable to inform crucial stock 
information and availability 
Singh et al., 2010 
DM13    Production staff of production 
schedules and issue of orders due 




to mismatch of data 
DM14    Operations of the whole company 
disturbed due to mismatch of data 
Singh et al., 2010; 
Christofi et al., 
2009 
DM15    Misled accounts staff in 
calculations due to mismatch of 
data 
Singh et al., 2010 
DM16    System quality Wei et al., 2009 
DM17    Information quality Wei et al., 2009 
Education and Training 
ET1    Education and training to technical 
staff 
Shaul et al., 2012 
ET2    (Continuous) Education and 
training to end users 
Deshmukh et al., 
2015; Leyh, 2014; 
Hustad et al., 
2013; Ahmad et 
al., 2013;  Shaul et 
al., 2012; 
Upadhyay et al., 
2011; Doom et al., 
2010; Ganesh et 
al., 2010; Dixit et 
al., 2011; Petroni, 
2002; Kale et al., 









ET4    Developing a clear education and 
training plan 
Shaul et al., 2012 
ET5    System documentation Ganesh et al., 
2010 
ET6    Training gap analysis Bharathi et al., 
2012 
ET7    Lot of data exists in ERP, but 
never used 
Teittinen et al., 
2013 
ET8    No skills to rectify mistakes Teittinen et al., 
2013 
ET9    Employees not understanding what 
the processes are and how they 
relate to the whole 
Teittinen et al., 
2013 
ET10    Education on new business 
processes 
Ahmad et al., 2013 
ET11    Knowledge management Leyh, 2014 
ET12    Lacking focus on training towards 
top level management 
Singh et al., 2010 
ET13    Concentrating training extensively 
on operational users 
Singh et al., 2010 
ET14    Lack of continuous training 
provided to the users 
Singh et al., 2010 
ET15    Top managers lack the technical 
know-how of the functionalities that 
can assist them in their day-to-day 
activities. 




ET16    Designated people lacking 
necessary technical know-how 
Upadhyay et al., 
2011 
ET17    Not providing adequate training to 
the top managers during the 
implementation phase 
Singh et al., 2010 
ET18    Staff preferring handholding 
approach even after been provided 
with necessary training 
Upadhyay et al., 
2011 
User Involvement 
UI1    Accepting ERP as part of job Teittinen et al., 
2013 
UI2    Not knowing what the processes 
are and so not able to understand 
the importance of making entries 
into the ERP system in different 
processes. 
Teittinen et al., 
2013 
UI3    User participation in the overall 
process approach 
Leyh, 2014; Shaul 
et al., 2012; Doom 
et al.,2010; 
Ganesh et al., 
2010 
UI4    User using the system according to 
guidance 
Shaul et al., 2012 
UI5    User’s trust Shaul et al., 2012 
UI6    Using ERP to fulfil cross functional 
areas 
Shaul et al., 2012 




UI8    Efficiency of people’s work Singh et al., 2010 
UI9    Lack of skill and knowledge to 
maximise use of the system when 
the system goes live 
Singh et al., 2010 
UI10    Lack of skill and knowledge of 
managers 
Singh et al., 2010 
UI11    Unable to use newly installed 
functions 
Singh et al., 2010 
UI12    Staff and managers unable to 
receive sufficient and continuous 
training 
Singh et al., 2010 
UI13    Misunderstanding of how to use 
newly implemented features and 
facilities 
Singh et al., 2010 
UI14    Lack of training Singh et al., 2010 
UI15    Significant resistance to use the 
ERP system 
Singh et al., 2010 
UI16    Performance of an employee Singh et al., 2010 
UI17    Uncomfortable to input  or retrieve 
data from the  ERP system 
Singh et al., 2010 
UI18    Work life balance of employees Ruivo, et al., 2011 
UI19    Impact on degree of use Ruivo et al., 2012, 
2014 
UI20    Resistance to change Zach et al., 2012 
UI21    User’s internal expectations Hung et al., 2011 





UI23    Perceived ERP benefits Wei et al., 2009 
UI24    Shift in user expectations Zach et al., 2012 
UI25    Transactional efficiency Ruivo et al., 2012, 
2014 
UI26    System Complexity Ruivo et al., 2012, 
2014 
UI27    Burdensome entry process (i.e. too 
many steps) and therefore 
consuming lot of time & sometimes 
not possible to make correct 
entries 
Teittinen et al., 
2013 
Environment 
EV1    Reviewing the market Hustad et al., 2013 
EV2    Opportunities for growth Shaul et al., 2012 
EV3    Competition in industry Shaul et al., 2012 
EV4    External pressure Ruivo et al., 2014, 
2012; Shaul et al., 
2012 
EV5    Competitors’ adoption of ERP Shaul et al., 2012 
EV6    Uncertainty about environment Shaul et al., 2012 
EV7    Satisfaction of customers Ruivo, et al., 2011 
EV8    Environmental responsibility of a 
firm 





MM1    User Knowledge Upadhyay et al., 
2011 
MM2    Periodic review of time cost and 
benefits 
Bharathi et al., 
2012 
MM3    Monitoring and evaluation of 
performance metrics 
Shaul et al., 2012; 
Koh et al., 2004 
MM4    Monitoring progress against clear 
milestones 
Shaul et al., 2012 
MM5    ERP system 
acceptance/resistance 
Leyh, 2014 
MM6    User acceptance and feedback 
management 
Shaul et al., 2012; 
Bharathi et al., 
2012 
MM7    Quality improvement measure Ganesh et al., 
2010 
MM8    Improved performance 




PC1    Staff being interested in producing 
physical products, and being most 
reluctant to use the ERP system 
Teittinen et al., 
2013 
PC2    Fear of loss of job Teittinen et al., 
2013; Singh et al., 
2010 
PC3    Demotivation due to various 
factors 




PC4    Reluctant to use the ERP system Singh et al., 2010 
PC5    Unwilling and incapable to take 
responsibilities 
Singh et al., 2010 
PC6    Unsure about abilities Singh et al., 2010 
PC7    Fear of management accusing the 
user of their faults leading to huge 
risk in the post-implementation 
phase 
Singh et al., 2010 
PC8    Staff thinking that ERP system can 
be used to act as a check point to 
rate their performance 
Singh et al., 2010 
PC9    Even if a system error occurs, 
users assuming it is due to their 
own infirmities 
Singh et al., 2010 
PC10    Tiredness Singh et al., 2010 
Behavioural Characteristics 
BC1    Users lack of discipline Christofi et al., 
2009 
BC2    Human negligence Christofi et al., 
2009 
BC3    Most reluctant to use the ERP 
system 
Teittinen et al., 
2013 
BC4    Complexity of ERP system makes 
people to make entries in different 
screens and taking away time to 
do physical production, causing 
people not interested in using the 






BC5    Staff taking shortcuts and in this 
way speeding up their tasks 
Teittinen et al., 
2013 
BC6    Employee attitude/morale Ganesh et al., 
2010 
BC7    Unwilling to change Singh et al., 2010 
BC8    Reluctance to change Singh et al., 2010 
BC9    Attitude of top managers towards 
ERP system 
Singh et al., 2010 
BC10    Front-line managers refusing to 
use the ERP system 
Singh et al., 2010 
BC11    Ego of top managers Singh et al., 2010 
BC12    Ensuring job security Singh et al., 2010 
BC13    Ensuring power over subordinates Singh et al., 2010 
BC14    Intentionally inputting incorrect 
data to cheer frustration or in order 
to gain, by fraud, illegitimate 
benefits and resources of the 
organisation 
Singh et al., 2010 
Human Risks 
HR1    Frustration among employees due 
to incorrect entries  
Teittinen et al., 
2013 
HR2    Operational staff inputting incorrect 
data  into the ERP system 
Singh et al., 2010 
Table A. 1: Factors (in an ERP life cycle) affecting overall ERP success in 
SMEs (Source: from literature) 
